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ABSTRACT 
The provision of basic water services to all South African communities is one of the 
biggest challenges that many local municipalities are currently facing. The objective of 
this study was to investigate factors affecting water provision in Eastern Cape 
municipalities, with specific focus on OR Tambo District Municipality. As a Water 
Service Authority it has the responsibility to ensure that all communities at the district 
have access to basic water supply.  
The study evaluated the participant’s views who are municipal officials responsible in 
water services delivery. The study shows that there is a serious challenge of backlogs 
in water delivery and these will be difficult to overcome due to financial limitation, lack 
of personnel capacity. It also revealed that some of the areas in the district are not 
serviced due to the aging of infrastructure,  
Data collection was done by using the interview methods which involved direct 
interactions with the participants from the Water and Sanitation department at the OR 
Tambo District Municipality who provided answers to the questions of the researcher. 
The study recommends that the municipality should prioritise looking at other 
integrated water cycle management strategies that will ease the delivery of water to 
the citizens. Awareness campaigns for efficient and effective use of water should be 
launched. Water supply and management must be one of the areas that the 
municipality prioritise in terms of budgeting on establishing programs to prevent water 
losses in the system. Maintenance and effective use of the already available resources 
must be effected at the municipality. 
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CHAPTER ONE: INTRODUCTION AND BACKGROUND 
1.1 INTRODUCTION 
This study investigates the factors affecting the water provision for sustainable 
commercial and household services which is used for drinking, irrigation and sanitation 
in the Eastern Cape municipalities, focusing specifically on the OR Tambo District 
Municipality. The study focuses on the 2015/2016 Integrated Development Plan (IDP) 
of the municipality in order to analyse the factors affecting the water provision in the 
municipality. Craythorne (2006:145-146) states that IDP refers to a plan aimed at the 
integrated development and management of the area of jurisdiction of the municipality 
concerned, in terms of its powers and duties which has been compiled in accordance 
with the general principles contained in Chapter 1 of the Development Facilitation Act, 
1995 (Act No. 67 of 1995).  
The OR Tambo District Municipality (ORTDM) was granted the status of a Water 
Services Authority (WSA), with a constitutional mandate to deliver water services and 
sanitation in its area of jurisdiction. This means that the institution is responsible for 
the planning, implementation, operation and maintenance of water and sanitation 
services within its local municipalities, which include the Nyandeni, Ingquza Hill and 
Mhlontlo local municipalities to mention a few. One of the main functions of the district 
municipality is water services, as prescribed by Water Service Act, 1997 (Act No. 181 
of 1997), as stated in the (ORTDM 2015/2016). 
1.2 BACKGROUND 
The important aspects of the background to the study are the statutory basis of 
municipal management in South Africa, including the Integrated Development Plan, 
and following from that, the nature of the Eastern Cape and the OR Tambo District 
Municipality. South Africa is a developing country with a population of about 53 million 
people (Statistics South Africa, 2013). The country has been undergoing rapid urban 
growth, and the process is continuing. The growth of the population in the cities has 
increased the strain on the government to provide more services to people in need of 
such services, which include social, economic, and order and protection services. 
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According to the Local Government: Municipal Structures Act, 1998                                
(Act No. 117 of 1998), municipalities have been demarcated into three categories, 
namely: (i) Category A, which includes Metropolitan Municipalities; (ii) Category B, 
which includes Local Municipalities; and (iii) Category C, which covers District 
Municipalities. The OR Tambo Municipality, which is located in the Eastern Cape 
Province, is a Category C Municipality, currently comprising five local municipalities.  
In most cases, district municipalities, especially those situated in rural areas, have high 
levels of need for an efficient service delivery programme. Service delivery is a critical 
issue that still needs to be addressed in South Africa, particularly in some of the 
municipalities which have been lacking in terms of providing services to their 
communities. This claim is supported by Municipal IQ (2016) which tracks service 
delivery protests against municipalities. They recorded a total of 164 protests that are 
concerned with matters of service delivery in 2016 of which a total of 107 protests 
were recorded in Gauteng and the Eastern Cape. This high percentage clearly depicts 
the level of strikes which take place in the Eastern Cape in relation to the 
dissatisfaction of the citizens with the level of the provision of services by the local 
government.  
The OR Tambo District Municipality is one of the six district municipalities in the 
Eastern Cape. It includes the following local municipalities:  
 Ingquza Hill Local Municipality 
 King Sabata Dalindyebo (KSD) Local Municipality 
 Mhlontlo Local Municipality 
 Nyandeni Local Municipality 
 Port St Johns (PSJ) Local Municipality 
The OR Tambo district is predominantly rural, where most of the population is 
concentrated to the west around Mthatha, the main town and administrative centre. 
Homesteads are dispersed along ridges and on flat land in the valleys. Migration has 
contributed to the growth of Mthatha, Lusikisiki and Port St Johns. The largest provider 
of economic opportunities and employment in the ORTDM is the government, 
particularly in terms of the provision of community services. In addition, trade, finance 
and agriculture also make significant contributions. However, while activities in 
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transport, mining and construction have reportedly been showing some growth, 
manufacturing is said to be stagnating. Only the agriculture and forestry sector has 
shown sustained growth in employment. Therefore, there has been an increase in 
people finding employment in the informal sector (OR Tambo District Municipality, 
2015). 
The OR Tambo District Municipality is located to the east of the Eastern Cape Province 
on the coastline. It is bordered by the Alfred Nzo District Municipality to the north, the 
Joe Gqabi District Municipality to the north-west, the Amathole District Municipality to 
the south-west, and the Chris Hani District Municipality to the west. It covers about 
80% of what used to be marginalised homelands in the Transkei and is one of the four 
Integrated Sustainable Rural Development Programme (ISRDP) nodes in the province 
which covers an area of 12 096km² (Local Government Handbook, 2016). This large 
scope of land that the municipality covers clearly means that there is a high burden 
placed on the district municipality in respect of service provision. The result is that 
some of the areas are not fully provided with clean water, which contributes to the 
citizens’ dissatisfaction with the government’s work. The local government has a 
pivotal role to play in delivering services to the people by ensuring that the provision 
of those services is effectively implemented and managed.  
As stated in the COGTA Report 2014/2015, reasons for poor service provision to some 
of the municipalities include:  
 Difficulties with the political/administrative interface 
 Corruption and fraud  
 Poor financial management 
 Poor accountability measures and relationships with communities 
 Insufficient municipal capacity due to lack of scarce skills. 
Piped water is accessed by 39% of South African households and a further 26% have 
piped water inside their yard. A further 11% have piped water on a community 
standpipe, of which half are more than 200m away from the dwellings of the people 
that use them. A tenth of South African households rely on a natural water supply inter 
alia boreholes, rainwater tanks, dams, rivers, streams or springs (ECSECC, 2014:51). 
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These figures show the extent of the slow progress made by government in satisfying 
one of the basic needs of human beings which is water. The significance of these 
backlogs, which affect the whole of South Africa, is that most of these unfortunate 
areas are in rural and marginalised areas where the OR Tambo District Municipality in 
the Eastern Cape is situated.   
1.2.1 Integrated Development Planning and Municipal Management 
Sections 160(2) (a), (4) and (6) of the Constitution of the Republic of South Africa, 
1996 (hereinafter referred to as ‘the 1996 Constitution’) imply that a municipality must 
practise integrated development planning. This section implies that a municipality is 
required to structure and manage its administration, budget and planning processes 
to prioritise the basic needs of the community, and to promote the social and economic 
development of the community (Constitution of the Republic of South Africa). Service 
delivery is defined as the provision of public activities, benefits or satisfactions and it 
also relates to the provision of tangible goods and to intangible services (Van der Walt, 
Venter, Phutiagale, Khalo, Van Niekerk, & Nealar, 2007:148).  
In terms of Section 195(1) of the 1996 Constitution, public service delivery should be 
guided by the following democratic values:  respect for human dignity, achievement of 
equality, advancement of human rights and freedom, non-racialism and non-sexism 
As an aspect of service delivery, water provision is one of the key factors in the 
functioning of society. Water provision is regarded as one of the most fundamental 
services that the local government can provide to its inhabitants as stated in the Water 
Services Act, 1997 (Act No. 108 of 1997), Section 1. 
According to Section 152(1) (b) of the 1996 Constitution, the objective of the local 
government is to ensure the provision of services to communities in a sustainable 
manner. As alluded to by Alegre (2006:4), South Africa, like the rest of the African 
continent, is confronted by a huge challenge when it comes to the provision of water. 
This challenge can be attributed to the fact that there is a rapid increase in the 
population accompanied by economic status; thus, leading to an increase in the 
demand for services that need to be provided by the government.  Alegre further notes 
that the challenges with water supply include keeping pace with the net population 
growth, closing the coverage and service gap, ensuring sustainability of existing and 
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new services, and improving the quality of services provided by municipalities. Another 
contributory factor to water delivery shortfalls is the lack of funds for infrastructure 
investment planning, which results in the municipality’s inability to plan and to maintain 
already existing water schemes and build the necessary new infrastructure effectively 
(ORTDM, 2015/2016). 
Van der Walt and Venter (2007:70) argue that some of the numerous and deep-seated 
problems with municipal management in South Africa can be ascribed to ineffective 
and inefficient human resource management. They further point out that other factors 
include: 
 stalemates between municipal councils and officials, 
 loss of morale and an ethic of unsatisfactory service delivery among municipal 
staff members, 
 complicated procedures and red tape related to service provision within the 
municipality and  
 appointment of municipal staff with inadequate qualifications, expertise and 
experience. 
Such problems with municipal management in some of the South African 
municipalities are deepened in what is known as the political-administrative interface 
in South Africa. This does not only add problems to how the municipalities are run but 
also to the level of effective and efficient service delivery to the people.  
1.3 MOTIVATION FOR THE STUDY 
The proposed study arises out of the researcher’s concern about the ineffective water 
provision service in the OR Tambo District Municipality which results in problems in 
some areas in the region such as the Nyandeni and Port St Johns localities; thus, 
suffering from the incapacity of the municipality to deliver, as provided in the IDP of 
the district municipality (ORTDM, 2015/2016).The Eastern Cape Socio Economic 
Consultative Council’s (ECSECC) socioeconomic profile report (ECSECC 2014:51) 
states that, although the number of households with piped water at their dwellings or 
yards has increased since 1995, 28% of households still have to fetch their water from 
a community standpipe. The majority of households (60%), mostly in the rural areas 
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in the ORTDM, still rely on a natural water supply, such as boreholes, rainwater tanks, 
dams, rivers, streams or springs. 
In the OR Tambo District municipality region, water provision and particularly the 
quality of water delivered is not of the required standard and there is a lack of 
maintenance of the existing water schemes as particularly mentioned in the 2012 
Municipal Blue Drop Score report (eWisa 2016). The municipality has to meet the 
standard set by the government (eWisa, 2016) which include that the water quality 
must reach the following requirements: 
 Temperature of the water is 20 degrees Celsius 
 Colour of the water is green 
 Concentration of calcium is 60 mg Cal/Ratio 
The ORTDM (2015) indicates that there are still some gaps and problems that need 
attention, such as the development of the infrastructure and the eradication of the old 
infrastructure. It is against this backdrop that explorative and descriptive analysis is 
necessitated.    
Water provision for consumption, as experienced in areas that include parts of the 
KSD and lower Port St John’s Municipality, have been a problem to some 
municipalities due to the increase in the number of citizens who rely on government to 
render services. This includes citizens from the rural areas who depend on free-flowing 
water for consumption and other general practices (ORTDM, 2013/2014).  
When services are not properly managed and delivered, or not delivered at all, a risk 
is posed to the affected area’s economic development and the ability of the citizens to 
live a sustainable life. Numerous municipalities, including the OR Tambo District 
Municipality, show improper management of funds, which is reflected in the 
municipal’s Integrated Development Plan (ORTDM, 2015/2016). 
The Eastern Cape lags behind the South African average for water provision, while 
24% of the household population enjoy piped water and 17% have piped water in their 
yards. Almost a quarter of the Eastern Cape relies on dams, rivers, streams or springs, 
while only 8 000 people rely on a water carrier, tanker or water vendor for their water 
requirements (ECSECC, 2014:51).  
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The basic requirements for water provision are not met in some parts of the OR Tambo 
District region, particularly where people still fetch water from the dams because there 
are no taps in their area or if there are taps, there is no running water most of the time. 
In this respect, the ECSECC socioeconomic profile report (2014:51) states that 
“although the number of households having water piped into their dwelling or yard has 
increased since 1995, 28% still have to get their water from a community standpipe. 
The majority of households (60%) in the OR Tambo District still rely on a natural water 
supply (boreholes, rainwater tanks, dams, rivers, streams, or springs)”. 
1.4 SIGNIFICANCE OF RESEARCH  
The OR Tambo District Municipality, like many other municipalities in South Africa, 
continues to be faced by service delivery uncertainty about services, ranging from 
water provision to housing, electricity and roads. The ORTDM still needs to attend to 
these services. The current atmosphere of service delivery protests in South African 
municipalities depicts the level at which the institutions cater for the delivery of these 
services and the dissatisfaction of the citizens.   
The recommendations of this study will hopefully contribute to the sustainability and 
the improvement of delivery to populations who are not provided with water in the OR 
Tambo District Municipality, since water is essential for livelihood and health reasons. 
The recommendations of the study should serve as a basis to assist municipal officials, 
especially the water engineers and department officials, to improve the provision of 
water in the OR Tambo District Municipality.  
More specifically, it is anticipated that the recommendations of the study will assist the 
OR Tambo District Municipality to improve their mechanisms used in providing water 
services effectively. Second, it will assist the ORTDM to identify the gaps within the 
framework in delivering the services, as well as the gaps in the IDP to help improve 
the water provision. In the longer term, the effective and efficient provision of clean 
water for both household and commercial use will lead to a more developed and 
sustainable environment in the OR Tambo District Municipality.  
8 
1.5 PRELIMINARY LITERATURE REVIEW 
According to Fink (2009:3), a literature review is “a systematic, explicit, and 
reproducible method for identifying, evaluating, and synthesizing the existing body of 
completed and recorded work produced by researchers, scholars, and practitioners”. 
De Vos (2001:104) explains that a literature review is a reflection of the search for 
literature by the researcher on the subject under investigation in order to support or 
justify the theoretical aspects of a research study. Cooper (1998:3) also stipulates that 
a literature review considers a body of text that aims to identify the critical points of the 
current knowledge, including the substantive findings, and the theoretical 
underpinning and methodological approach to a particular topic. Cooper (1998:3) is 
also of the opinion that a literature review that is associated with academic-oriented 
literature usually precedes a research proposal and data analysis.   
Cooper (1998:3) further argues that the ultimate goal of a literature review is to bring 
the reader up to date with the current literature on a topic, and it forms the basis for 
another goal, namely a new research project that might be needed in the area. A well-
structured literature review is characterised by a logical flow of ideas; it contains the 
current and relevant references in a consistent, appropriate referencing style; it 
displays the proper use of terminology, as well as an unbiased and comprehensive 
view of any previous research that has been done on the research topic (Cooper, 
1998:4).  
According to Burns and Grove (2001:93), a literature review is an organised written 
presentation of what has been published on a particular topic by scholars. It is further 
stated that the purpose of the review is to convey to the reader what is currently known 
about the topic of interest. In addition, a literature review explains and justifies how an 
investigated topic may help to answer some of the questions or gaps in the research 
area.  
In this preliminary literature review, the conceptual terms of service delivery and local 
government are explained. Existing South African legislation and policies on water 
provision, especially in local government, are examined. The challenges in local 
government and administration are also discussed. This forms the basis of a 
framework for analysing water provision in the local government sphere in South 
Africa. 
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While service delivery can be studied from a vast number of theoretical perspectives, 
for the purposes of this study the concept is discussed in accordance with the 
Principles of New Public Management (NPM).  As this study draws on these principles, 
the NPM forms part of the backdrop to the phenomenon of the developmental local 
government.  
Since the early 1980s the study of the public sector has been predominantly 
concerned with the so-called “paradigm shift” from the principles of public 
administration to those of public management. This is described as the apparent move 
away from what is now seen as a traditionally progressive-era set of doctrines of good 
administration, emphasising orderly hierarchies, depoliticised bureaucracies, and the 
elimination of duplication or overlap toward “new public management” (Hood, 
1996:268). 
Further, Promberger and Rauskala (2003:1) argue that in its application, the term ‘new 
public management’ has come to identify a series of methods and programmes aimed 
at reforming the organisation and processes of the public sector in order to make it 
more competitive and efficient in resource use and service delivery. In that sense, 
NPM is concerned with the commercialisation of the state’s role in providing services 
to its citizens and of the state’s relationship with its citizens. The central doctrines of 
NPM, together with brief statements of their meaning and argumentation, are identified 
in the following paragraphs. 
The NPM’s emphasis on efficiency sits uneasily with traditional public administration 
values such as equity, community, democracy, citizenship and constitutional 
protection, which under the influence of NPM, have shifted towards business values 
such as efficiency, competition, profit and value-for-money (Haque, 2000:601). One of 
the features of New Public Management is a stronger customer focus in designing and 
administering services. Hughes (2003:58) states that NPM recognises the need for 
managers to be directly accountable to the public and as a result the demands for 
client focus have led to the redefinition of citizens as customers.  
In this study, legislations underpinning the provision of water will be examined of which 
the most important ones are as follows: 
 The Constitution of the Republic of South Africa, 1996   
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 The White Paper on Local Government, 1998  
 The White Paper for Water and Sanitation services, 1994  
 The Water Services Act, 1997 (Act No. 181 of 1997) 
 The National Water Act, 1998 (Act No. 36 of 1998) 
 The Municipal Systems Act, 2000 (Act No. 32 of 2000) 
The White Paper on Local Government (1998) provides a framework for the main 
functions of the district municipalities, of which OR Tambo District Municipality is an 
example. The functions outlined include that the district municipality should be 
reorganised around a set of standard planning and development regions and given 
key responsibilities for the district’s wide integrated planning which includes land use, 
economic and development planning, and transport planning. The ability of the district 
government to provide assistance on demand, as well as systematic capacity building 
will promote the efficient use of water by the citizens within the region.  
The 1996 Constitution provides that everyone must have access to sufficient water. 
Memani (2012:10) argues that municipalities must make sure that inhabitants in their 
areas of jurisdiction must have at least the basic services they need to live a 
sustainable life, as stated in the Constitution. She further states that there are large 
numbers of services that they provide, of which the most important are:  
 Water supply 
 Sewage collection and disposal  
 Refuse removal 
 Municipal roads and storm water drainage  
Everyone has the right to a basic water supply and basic sanitation, in terms of the 
Water Services Act, 1997 (Act No. 181, 1997) and this right is also enshrined in 
Section 27(1) of the 1996 Constitution. The above legislation emphasises the right to 
water, since water is an important resource for all the inhabitants of a particular area. 
OR Tambo District Municipality has an obligation, as a Water Service Authority (WSA), 
to accord this right to basic water supply and sanitation, as stated in the Water 
Services Act, 1997 (Act No. 181, 1997), Section 3(3). This legislation further stipulates 
that every WSA must provide for measures to realise this right in its water services 
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development plan. The local government is responsible for ensuring the provision of 
services to the community in a sustainable manner. OR Tambo District Municipality 
has a constitutional mandate to ensure that communities have access to clean water 
and proper sanitation services, in terms of the Constitution of the Republic of South 
Africa, 1996, Section 152(1) (b). The statement of Du Toit, Knipe, Van Niekerk, Van 
der Waldt and Doyle (2002:80) that public service delivery is a crucial responsibility of 
government institutions clearly outlines the role of municipalities in rendering basic 
services to the inhabitants, such as the provision of clean water.  
Some of the South African municipalities are commonly experiencing challenges to 
provide water successfully. As alluded in the Nelson Mandela Bay Municipality 
Turnaround Strategy (2010:60), some of the challenges with service delivery, which in 
this case is water delivery, may be related to infrastructure. These may include:  
 Aging and poor infrastructure, including water and sanitation infrastructure in 
disadvantaged communities, causing leakages, bursts and unhygienic 
conditions that culminate in service delivery disruptions. 
 Storm water drainage problems in disadvantaged wards. 
 Absence of a long-term capital investment plan to enable the building of water 
schemes, which will thus affect the economic growth and socioeconomic 
development. 
Furthermore, included in the Nelson Mandela Bay Municipality Turnaround Strategy 
(2010) document are some of the institutional challenges which most of the 
municipalities in South Africa face especially in the Eastern Cape. The institutional 
challenge of the ORTDM is a shortage of skilled personnel (ORTDM, 2015/2016). 
Various senior manager posts are still vacant, leading to fragmented directorate-based 
plans with a lack of integration and co-ordination in the planning and implementation 
of programmes and projects planned by the municipality. 
Section 152 of the 1996 Constitution entrusts the South African local government with 
the responsibility to ensure the provision of services to communities in a sustainable 
manner. This also includes the provision of water services which must be provided by 
the municipality and which must be clean and of an acceptable standard. All drinking 
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water quality has to comply with the South African National Standard specifications, 
which are in line with all international drinking quality standards (eWisa, 2016).  
1.6 PROBLEM STATEMENT 
Section 27(1) (b) of the 1996 Constitution provides that everyone has a right of access 
to sufficient food and water. Municipalities are prescribed to render basic services to 
the communities, including (among others) the provision of clean water for commercial 
and domestic use. If municipalities are unable to provide and meet these basic 
community needs, community unrest and conflict could develop. The Local 
Government: Municipal Systems Act, 2000 (Act No. 32 of 2000) and the 1996 
Constitution clearly impose the duty and responsibility to provide and ensure that basic 
services are provided in a sustainable manner on municipalities.  
The Water Service Act, 1997 (Act No. 181 of 1997), Section 11, states that there 
should be strong compliance with the provision of water by water service institutions 
or municipal water service sectors, with the aim of improving and speeding up service 
delivery to communities. This provision of the Act reflects the inability of the OR Tambo 
District Municipality to provide water to its communities in a sustainable manner. It is 
quite clear that there is a gap between what the legislation requires and what the 
municipality delivers and, therefore, in the management procedures of this 
municipality. The OR Tambo District Municipality is faced with the challenge of a poor 
quality infrastructure which leads to water shortages and the poor distribution of water 
to the communities.  Water provision in the OR Tambo District Municipality, is deficient, 
this is a result of areas experiencing water scarcity where the municipality should 
provide water to the local municipalities under its jurisdiction.  
1.7 RESEARCH QUESTIONS 
This research proposes to answer the following primary and secondary research 
questions. The primary research question is as follows: 
To what extent is the Integrated Development Plan implemented in the OR Tambo 
Municipality to provide clean water for consumption effectively? 
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The following secondary research questions are proposed: 
1.  What is the role of municipal water sector officials in the provision of clean 
drinkable water? 
2. What are the factors influencing the provision of water in OR Tambo District 
Municipality? 
3. What are the underlying challenges encountered by water sector engineers? 
4. How effective is the water provision services in the region? 
5. To what extent is the Integrated Development Plan of the OR Tambo District 
Municipality adequately informed of the pertinent needs of its communities? 
6. What measures have been taken by the OR Tambo District Municipality to 
provide water in a sustainable manner? 
1.8 AIM OF THE STUDY 
In this study, the primary aim is to analyse and evaluate the implementation of the 
integrated development plan in the OR Tambo District municipality; thus, enhancing 
the provision of water that will contribute to the economic development and an 
increase in community satisfaction. 
1.8.1 Objectives of the study 
In the light of the above mentioned, the objectives of this study are as follows: 
 To examine how the municipality delivers its water to the communities. 
 To investigate if the municipality uses the available resources effectively in 
providing water to the communities. 
 To determine the challenges encountered by the people working in the water 
sector.  
 To evaluate the role of municipal water sector officials in the provision of clean 
water. 
 To analyse the factors influencing the provision of water in the OR Tambo 
District Municipality.  
 To make recommendations for the improvement of water provision in the OR 
Tambo District Municipality. 
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1.9 RESEARCH DESIGN  
Booth (2004), in Moule and Hek (2011:55), recognises the need for research to build 
on what is already known. Booth suggests that using a research framework, or frame 
of reference, allows researchers to follow the thoughts of previous researchers. It can 
also be argued that the design of the research depends on how much data is already 
known in the problem area which will be studied (Babbie & Mouton, 1998:84). 
Mouton (2001:49) explains further that the research design addresses the key 
question of what type of study will be undertaken in order to provide possible answers 
to the research problem or questions. The design took format in terms of the use of 
secondary data which was obtained through literature reviews from journals, 
legislations, articles, books, websites, newspapers, and the internet. Pictures of the 
water treatment plants and water plant pipes were taken as proof of the current 
facilities in the municipality. The objectives of the study were explained to all the 
participants and reasoning for the data collection method used. The research design 
facilitated the identification of gaps within the already literature and has shaped the 
arguments and objectives of the study.  
1.9.1 Research methodology 
Babbie and Mouton (2001:75) suggest that research methodology focuses on the 
research process and the kind of tools and procedures to be used. It focuses on the 
individual steps in the research process and the most objective procedures to be 
employed. Brynard and Hanekom (2006:4) concur that research is an investigation of 
a specific phenomenon to find answers and that research also encompasses the 
process of enquiry, investigation, examination and experimentation. It is required that 
these processes are executed in a systematic, diligent, critical, objective and logical 
manner. Therefore, it is important that a researcher can identify the methodology or 
the processes which must be adapted to conduct the research.  
Leedy (1997:9) writes that the core concept underlying all research is its methodology. 
It is important to follow the research procedures with an intimate understanding that 
the research methodology directs the whole endeavour. It directs the way critical 
decisions are made, as well as the organisation, planning and direction of the whole 
project. He further argues that the research methodology controls the study, dictates 
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the acquisition of data and contrives an approach that the deeper meanings of the 
data become manifest and, finally, issues a conclusion or series of conclusions that 
lead to the expansion of knowledge. According to Rao (2005:6), research methodology 
has two primary functions:  
 to control and dictate the acquisition of data, and 
 to corral the data after acquisition and extract meaningfulness from them. 
The qualitative methodology is used in this research project. Explaining the use of the 
qualitative method in this research, Rao’s (2005:6) explanation is drawn that research 
methodology is not only concerned with the research methods but also with the logic 
behind the methods. Therefore, the application of a qualitative approach in this 
research provides an in-depth analysis and understanding of the problem statement. 
Thus, the core of the research, which is to explore the underlying issues with the 
provision of water services, was captured. Bloomberg and Volpe (2008:10) define 
qualitative research as a broad approach to the study of social phenomena and is 
based essentially on a constructivist and/or critical perspective. 
1.9.2 Sample population 
De Vos (2001:190) defines a research population as a set of entities for which all the 
measurements of interest to the researcher are present. The study was conducted in 
the OR Tambo District Municipality. The population of this study constituted of selected 
OR Tambo District Municipal officials and water schemes officials.  
A purposive sampling technique is used to select the municipal officials to be 
interviewed. The reason for the use of purposive sampling is that it is appropriate when 
selecting participants based on their knowledge of the issue under study. Walliman 
(2006:79) states that purposive sampling is used where the researcher selects what 
he or she thinks is a typical sample, based on specialist knowledge or selection criteria. 
Purposive sampling of people or other units is chosen for a particular purpose (Leedy 
& Ormrod 2001:219). This type of sampling is chosen due to the nature of the study, 
as well as the belief that the sample will have the necessary information and; thus, 
accord insight to the study. 
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The non-probability method with purposive, convenience sampling is used in this 
research. This technique, as defined by Babbie (2010:192), is any technique, during 
which samples are selected in some way not suggested by the probability theory, 
where it is appropriate to select a sample on the basis of the knowledge of a 
population, its elements and the purpose of the study. 
The officials responsible for the water schemes, which deal with the purification and 
the provision of water in the OR Tambo District Municipality, are targeted and are the 
sample study. The officials, who participate in the study, include the director, senior 
managers, water superintendent, water technician and engineers.   
1.9.3 Data collecting methods 
For this study the proposed methodology for data collection is semi-structured 
interviews. Fox and Bayat (2007:73) propose that a qualitative interview is a research 
method that is considered way of learning about people’s thoughts, feelings and 
experiences. Blanche, Durrheim and Painter (2006:297) list the types of interviews 
into three; structured unstructured and semi-structured interviews. These authors 
further explain that a structured interview is a list of standard questions and is useful 
if straightforward information is needed. An unstructured interview is conducted when 
the interviewer needs a deeper understanding of the feelings or experiences of the 
interviewees. Furthermore, the semi-structured interview uses an interview schedule 
which is developed in advance. Semi-structured interviews were conducted in this 
research project and the responses of the interviewees were analysed, compared, 
interpreted, and combined with the ultimate goal of attaining the objectives of the 
study. The study undertook fifteen interviews. 
1.9.4 Data analysis 
Data analysis is an integral part of both qualitative and quantitative research. Brink, 
Van der Walt and Van Rensburg (2012:201) state that the researcher should give an 
account of the methods and processes that are used for analysing the data. The 
purpose of any research includes the collection of data from which deductions can be 
made. In order to enable the researcher to answer questions meaningfully, the 
collected data needs to be processed and analysed in an orderly and coherent manner 
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that patterns and relationships can be discerned (Brink, Van der Walt & Van Rensburg, 
2012:201). 
Neuman (2011:460) gives two critical methods of qualitative data analysis, namely 
conceptualisation and coding. Conceptualisation is an important process because it 
allows the researcher to formulate new concepts or to refine concepts through data 
analysis. The data is analysed by organising categories on the basis of themes and 
similar features. Coding, which is closely related to conceptualisation, is part of the 
qualitative method and is used to condense and reduce large amounts of raw data into 
small and manageable analytical units. Data is presented by means of pie charts and 
themes from the participants’ views. 
1.9.5 Delimitation of the study 
The delimitation of a study is used to describe the study’s scope by delineating the 
geographical and theoretical boundaries of the study, whereas the scope of a study 
refers to the extent of the research matters within a specific geographical area (Punch, 
2006:69). Bearing this distinction in mind, this study is conducted in the towns which 
fall under the OR Tambo District Municipality.  
1.9.6 Ethical Considerations 
This study is conducted in line with the regulations and guidelines stipulated by the 
Nelson Mandela University. According to Neuman (2011:48-50), researchers have an 
ethical responsibility to recognise and protect the rights of human research 
respondents. The principles which are considered during this study are voluntary 
participation, informed consent, not to deceive the participants and no harm to 
participants. Anonymity and confidentiality are honoured. These principles are outlined 
and recommended by Babbie (2010:64-67), as discussed below: 
 Voluntary participation: The researcher needs to recognise the fact that the 
respondents must participate at their own free will. It should be ensured that no 
participant is coerced to participate and that the participant should be allowed 
to withdraw anytime during the research. 
 Deception: The researcher will identify himself and inform the respondents 
about why the research is undertaken. The researcher furnished the 
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respondents with all the necessary documents that explain the purpose of the 
study to ensure that the respondents understand why the study is undertaken. 
 No harm to participants: The study will not expose the respondents to any harm, 
neither physically, psychologically nor emotionally. The researcher ensured 
that the information required from the respondents was not embarrassing and 
does not have the potential of endangering their lives. 
 Anonymity and confidentiality: The research was conducted in such a manner 
that the respondents were in any way associated with given responses. The 
letter of consent emphasised that the respondents have the right not to disclose 
their names should they feel uncomfortable. 
Research ethics refer to the way the participants are treated in the study and how the 
data are handled after collection (Vanderstoep & Johnston, 2009:12). In the light of 
these requirements, the researcher adheres to the following: 
 All the participants within the region were informed of the study and its purpose 
by way of a letter that was sent to the municipal manager and the stakeholders 
involved. 
 Anonymity was maintained and any information provided by the participants 
was treated confidentially. The names of the participants were not recorded in 
the questionnaire. 
 The researcher ensured that the participants had a full understanding of the 
purpose, objectives and procedure of the study. 
 The researcher acted in a trustworthy, honest, professional and responsible 
manner. 
 An application for ethical approval was submitted to the Research Ethics 
Committee of the Nelson Mandela Metropolitan University. 
1.10 CLARIFICATION OF CONCEPTS 
The following section provides the explanation and clarification of some of the 
concepts as they are of importance in the research.  
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Water security 
Water security has been defined as the reliable availability of an acceptable quantity 
and quality of water for health, livelihoods and production, coupled with an acceptable 
level of water-related risks (Grey & Sadoff, 2007). 
Service delivery  
In more recent cases, service delivery is regarded as the goods and services that 
government is expected to provide to ensure the sustainable livelihoods of its citizens 
(Thornhill & Madumo, 2011).  
On the other hand, public service delivery is defined as the end product of a chain of 
plans and actions involving municipal and provincial plans, as well as the national 
budget by a range of stakeholders through local consultations (Hemson, Carter & 
Karuri-Sebina 2009:156). 
Fox and Meyer (1995:118) give a much more detailed analysis of the concept service 
delivery explaining that it is the provision of public activities, benefits or satisfactions. 
Services relate both to the provision of tangible public goods, as well as to intangible 
service. They further state that tangible public goods refer to the responsible 
authorities’ provision of services that are visual to the public, such as the provision of 
hospitals, water and sanitation systems, as well as public transport. In contrast, 
intangible public goods refer to those services offered by the council which are 
essential to the public, although they are not visible, such as the provision of education, 
and the security and safety standards in a municipality. However, with regard to 
infrastructure development, intangible public goods are made necessary by tangible 
goods. 
Local government 
Koma (2010:113) aptly defines local government as a sphere of government located 
within communities that is well placed to respond appropriately to the local needs, 
interests and expectations of communities and it is at the coalface of public service 
delivery. Local government can, therefore, be simply referred to as the administration 
of the local sphere of government with the task of accommodating the participation of 
the people in planning service delivery. 
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District municipality 
According to the 1996 Constitution and the Local Government: Municipal Structures 
Act, 1998 (Act No. 117 of 1998), a district municipality is a Category C municipality 
that has municipal executive and legislative authority in an area that includes more 
than one municipality. 
1.11 CHAPTER ORGANISATION  
This study comprises of five (5) chapters, which are organised as follows: 
Chapter One: This chapter provides a description of the general orientation as well as 
the background of the study. The problem that will be investigated, the aim and the 
significance of the study are also introduced in this chapter. Last, the significance and 
the objectives of the study are addressed, along with the research questions that the 
study will ultimately answer at the end of the study. 
Chapter Two: This chapter focuses on the literature review regarding water provision.  
In this chapter, various authors are consulted to understand the problem being 
investigated and to identify how much has been researched on the problem. Gaps in 
the body of knowledge are also identified. 
Chapter Three: This chapter focuses on the research methods that will be used in the 
study. Aspects of the qualitative method, population, sampling methods, data 
collection methods and the data analysis are presented. The issue of ethical 
considerations is also taken care of in this chapter. 
Chapter Four: This chapter discusses the data analysis, presentation and 
interpretation of the results. The analysis is informed by the research questions, 
objectives and the data collection instruments. The analysis serves as a platform for 
shaping the recommendations aimed at utilising the policies and mechanisms for 
improved water provision.  
Chapter Five: This chapter concludes with the important aspects of the research. The 
main findings of the study are laid out, conclusions are summarised and 
recommendations are given. The chapter closes with recommendations aimed at 
maximising the mechanisms for improved water provision.  
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1.12 CONCLUSION 
This chapter commenced with a brief discussion of the background to the study. A 
clear outline of the direction of the study and the aims and objectives are discussed. 
The introductory section provides a brief background on the provision of water and the 
municipality at hand. Moreover, the proposal has provided reasons for this study with 
a problem statement to guide the study. The following chapter reviews the literature 
analysing the water service provision in the context of South African municipalities and 
the Eastern Cape in particular.   
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CHAPTER TWO: THE CONCEPTUAL AND LEGISLATIVE FRAMEWORK FOR 
WATER PROVISION 
2.1 INTRODUCTION 
The focus of this chapter is to review literature on the provision of water services in 
OR Tambo District Municipality. This chapter will explore the IDP and water provision 
with specific attention to numerous aspect of water that need to be provided by 
municipalities.  
This chapter will begin with defining the concept of local government and the legislative 
framework that guides the development of local government and the provision of 
services with specific reference to water provision. This study will also outline the 
policies and acts that have been adopted in South Africa in an attempt to ensure that 
there is an effective and efficient water delivery in the country. Theoretical framework 
of water provision in South Africa will also be provided.  Furthermore the CS (2016) 
states that only 70% of South Africans have access to running water with the majority 
of those being communities in the more urban areas, this leaves the remaining 30%, 
which is mostly rural areas where this district municipality is placed.  
Local government faces various challenges which will be dealt with in detail in this 
section as well; the principles which affect the provision of water in the local 
government sphere will also be examined. Further to be outlined, is the literature on 
the role of municipal officials and councillors in service delivery provision and the 
approaches or mechanisms which can be adopted so as to effectively deliver services 
with specific reference to water provision to the communities.   
2.2 AN OVERVIEW OF MUNICIPAL BASIC SERVICES AND WATER 
PROVISION  
The public service is responsible for the provision of services to society (Du Toit, 2002: 
82). The process of enabling the public service to deliver services and products, 
depends on the execution of a series of functions which need to be carried out by the 
local government in conjunction with the both the provincial and national government. 
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In South Africa, the local government sphere is one of the three spheres of government 
alongside national and provincial spheres of government. Municipalities are 
responsible for providing a range of services as long as they have the financial 
capacity to do so. In some cases in South Africa, municipalities are no longer entitled 
to provide housing services due to incapacity (Thornhill, 2008: 503). 
As the Constitution outlines, according to Section 53 of the Constitution of (1996), a 
municipality has three key functions. These are: 
 Ensuring that basic needs of communities are met; 
 Promoting the socio-economic development of communities and;  
 Participating in national and provincial development programmes. 
Local government is the lowest sphere, which consists of municipalities and it is 
mandated in section 152 (b) of the Constitution, 1996 to ensure the provision of 
services to the communities. This means that the local sphere of government interacts 
with people on a daily basis. According to Schedule 4 (Part B) of the Constitution, 1996 
the local sphere of government, shares with the national and provincial government, 
the following responsibilities: air pollution, building regulations, child care facilities, 
electricity and gas reticulation, fire fighting services, municipal public transport, local 
tourism, municipal airports, planning, health services and municipal public works. 
Furthermore, the local and provincial spheres of government share the following 
responsibilities: beaches and amusement facilities, billboards and the display of 
advertisements in public places, cemeteries, funeral houses and crematoria, 
cleansing, control of public nuisances, control of businesses that sell liquor to the 
public, facilities for the accommodation, care and burial of animals, fencing and fences, 
local amenities, local sport facilities, markets, municipal abattoirs, municipal parks and 
recreation, municipal roads, noise pollution, ponds, public places, refuse removal, 
refuse dumps and solid waste disposal, street trade, street lighting and traffic parking 
(Thornhill, 2008:218). 
The fact that the three spheres of government share certain responsibilities, calls for 
integration between them. In fact, section 40(1) of the Constitution, 1996 describes the 
three spheres of government as “distinctive, interdependent and interrelated” This 
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means that the three spheres of government interact or work together and the national 
government is expected to assist other spheres of government financially in order to 
be able to deliver services to the people. According to Craythorne (2003:162), basic 
municipal services are comprised of electricity, collection of refuse, water and 
sanitation, housing, education and health services. “Poor services can make it difficult 
to attract business or industry to an area and will limit job opportunities for residents” 
(Education and Training Unit, 2010:3), this then would result in the municipality not 
generating enough revenue to be able to cater efficiently for the needs of the 
community.  
 
Figure 2.1: Use of water per economy: Adopted from Strategic Overview of the 
Water Sector in South Africa, 2015 
Figure 2.1 depicted above shows the use of water per economy. It can be seem that 
agriculture uses the most water followed by municipal. The ORTDM is a rural based 
municipality and these two activities are the most common users of water. One of the 
lists used which is mining activities is also practised in minimal scale within this 
municipality.  Water services provision is daily operations, from source to tap and back 
to source in terms of waste; it is dependent on sequential delivery along a value chain. 
Rainfall runoff flows into rivers which is then captured and stored in dams. This “raw” 
water, and water from other sources such as groundwater, is purified and piped to 
reservoirs for distribution to customers. Once the water is consumed, grey water inter 
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alia wastewater from washing, laundry and sewerage is collected and passed through 
a network of sewers to a treatment works. Here the wastewater is purified and released 
back into rivers or dams where it once again becomes a water resource 
 
Figure 2.2: Water services business lifecycle, Adopted from Strategic 
Overview of the Water Sector in South Africa, 2015 
As aforementioned above that water is daily operations, the figure 2.2 above shows 
the life cycle that the water process follow on a daily basis from the source to the 
consumers which in most cases are the communities. The figure depicts the process 
followed both internal and external in the provision of water to the community. This 
figure helps one understand the distribution of water through the various processes 
and how the infrastructure is in use. The water process in South Africa is controlled by 
various Water Services Authorities and they need to cater for all the various uses of 
water in the area. These authorities must make sure that the citizens have sufficient 
water for consumption and that the water provided, meets the requirements as 
specified by the Department of water and sanitation. This is drinking water and it must 
comply with potable water quality standards as specified in SANS 241 (Class 1). Most 
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water sources require treatment to comply with this drinking water standard. In South 
Africa there are estimated to be well over 1300 WTWs, most are owned by WSAs, but 
they are also owned by water boards or private companies. Yet there are still rural 
communities not served by a WTW, who are reliant on groundwater and/or other local 
water sources. Overall, South Africa’s water purification works are operating at close 
to 80% of their collective capacity (Strategic Overview of the Water Sector in South 
Africa, 2015:41) 
Accoding to the Strategic Overview of the Water sector in South Africa (2015:45), 
municipalities use about 4500 million m3/annum, of which 39% is Non-Revenue Water 
and 36% is Water Loss. The average per capita consumption is about 230 litres, which 
is high for a water scarce country. Although the %NRW compares well with 
international norms, there is a definite scope for improvement given the high per capita 
consumption. Halving water losses will mean an annual saving of over R2 billion, 
excluding the additional income from improved metering and billing, deferred capital 
costs and electricity savings The highest NRW and WLs are found in the smaller, more 
rural municipalities. Fortunately their impact is not large. Category B4, which are 
mostly rural municipalities of which the ORTDM caters for, only use about 17% of the 
national volume, whereas metros use about half. 
Figure 2.2 gives a glimpse into the processes that take place in a typical municipality 
for the process of satisfying the various needs of the communities, be it commercial 
or for individual use. Some of the stages represented above are not being properly 
handled by some of the municipalities or water service authorities and thus in most 
cases, constituting to the poor or lack of water provision in those areas.   
The ORTDM is a Water Services Authority and Water Services Provider responsible 
for planning and implementation, operation and maintenance of water and sanitation 
services within the five local municipalities in the district. In terms of the law, the District 
Municipality is therefore responsible for the development and the implementation of 
its water services by-laws, District Wide Water Master plans, Water Conservation & 
Water Demand Management and Water Services Master Plan (ORTDM, 2015\16). 
As a Water Service Authority and the Water Services Provider in its jurisdiction 
providing these services, the OR Tambo district has these services anchored around 
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the governance of the function, acceleration of infrastructure development and 
provisioning of the equitable services. 
These include: 
 Daily operations of water and wastewater works inclusive of the daily monitoring 
and management of plant performance and compliance with the required 
quality and performance management systems; 
 Maintenance of urban and rural infrastructure; 
 General management including administration, financial management, 
monitoring and reporting; 
 Communication and customer relations; 
 Operations and maintenance planning; 
 On-going and regular testing of water for conditions dangerous to human health 
and the environment; 
 Identification and implementation of Capital project; 
 Coordination of infrastructure-related sectors and actors (such as Eskom and 
Telecommunication); and 
 Public Works, LMs, Human Settlement and other similar projects (ORTDM 
2015\16 Annual Report). 
The Eastern Cape is still facing the largest number of households that do not have 
access to water as stipulated in the tables below.  
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Table 2.1: Distribution of households by province and access to piped water: 
CS 2016 
 
It can be seen from Table 2.1 that Eastern Cape has the highest number of households 
that do not have access to piped water. It is also the provinces with a least number of 
households that have access to piped water inside the yard, noting the pace in which 
development in water provision has taken in the province. In Figure 2.2 the Eastern 
Cape is noted as the second highest province to have households that to do not have 
access to safe drinking water supply service. This can be contributed to many factors, 
some which are mentioned on the Green Drop Report provided to some of the 
municipalities in the Eastern Cape. The high numbers that are mentioned in these 
reports can be attributed to the challenges facing Eastern Cape municipalities in the 
provision of water services delivery.  
 
 
 
 
 
 
 
29 
Table 2.2: Distribution of households by province and access to safe drinking 
water supply service:  CS (2016) 
 
Figure 2.2 also depicts the current state of water provision in all the provinces in South 
Africa; it can be picked up that Eastern Cape is among the provinces which has the 
highest percentage in terms of the people who do not have access to safe drinking 
water and this can be attributed to many reasons which have also been discussed in 
some aspect of the research.  
When the analysis is being made into the percentage of the citizens who have access 
to piped water inside dwelling compared to those who have access to water in a point 
outside the yard, it can be concluded there is more of those who have access inside 
than those who have access to water outside their dwellings, this is inclusive of those 
citizens who have no access to clean water in the area at all, which is one of the 
problems faced in the area.  
This study will scrutinise the water provision on the area charged with the use of a 
theoretical framework build around the provision of services by the municipal officials. 
It must be noted that traditional public administration has shifted as the years have 
gone by and a new public management model, which most of the municipalities must 
follow including the OR Tambo District Municipality, has been implemented. The two 
have been contested in the past, since it was difficult to determine which one of the 
two would be the best to adopt in municipalities. Although both have and are playing 
their role in the discharging of services, one needs to be able to identify the factors 
that these theoretical frameworks has brought to public administration. 
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Thornhill & van Dijk (2010:105) state that although the historical foundation for the 
study of Public Administration, is found in political ideology, the reality is that the 
current scope of administration extends beyond the original boundaries set for the 
functioning of the state. Contemporary arguments regarding the role and responsibility 
of the state, is conceptualised in a governance perspective. He further describes 
governance as “consisting of public accountability, transparency in government 
procedures, abiding by the rule of law and efficient and effective public service 
leadership and management”. 
It can be assumed that an analysis of public administration in modern days puts an 
obligation on the official to serve the public which gives an official within a department 
an obligation to discharge his or her responsibilities in ensuring that services are 
provided to the society. Therefore, public administration serves the public and is part 
of or is related to government.  
Hughes (2003:54) on the other hand has provided the features of the ‘new public 
management’ model, which regards the actions that needs to take place in the local 
government sphere.  
The features include 
 Strategic approach where he charges that governments must develop long-
term planning and strategic management. This means that governments decide 
on the organisation’s mission, goals and objectives, organisational 
environment, including strengths, weaknesses, opportunities, and threats that 
could affect an organisation; 
 The second feature is management within administrative framework where the 
NPM model requires professional management, within an administrative realm. 
In this model, managers are involved in policy and they are also relatively 
involved in politics while it needs to be taken into note that municipal officials 
are responsible for achieving results.  
 Focus on results where the NPM model believes that organisations should 
focus on outputs or outcomes, instead of strictly or solely focusing on inputs. 
Fundamental to the NPM model, is the performance by individuals and 
institution or departments. These institutions, like the municipalities, are 
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expected to develop performance indicators as a way of measuring the 
progress made towards achieving made objectives. The general aim is to 
monitor and improve the progress of staff and agencies towards achieving 
objectives.  
 Improved financial management. The NPM has brought about budget reforms 
which have been successful within public management reforms. The most 
successful change is on performance budgeting systems by replacing the old-
line item budgeting and accounting system which brings about the accrual 
system.  
 Relationship with politicians. It is argued that one of the main characteristics of 
the NPM model is that managers take responsibility for achieving results. The 
relationship between managers and politicians, and managers and the public 
must change. As indicated, traditional public administration was narrow-minded 
which was typical of a master-servant form of relationship. In the NPM model, 
public managers are involved in matters of policy. The major skill needed for a 
public manager is to know how to become an effective adviser to a politician, 
this means the ability to interact with politicians and with the outside world in a 
way that is beneficial for both oneself and the organisation; and 
 Relationship with the public. Within the NPM model, there is an encouragement 
and recognition that managers should have direct accountability with the public. 
This demands a client focus and responsiveness, which are found in the 
traditional public administration. 
Based on the above discussion, like any field of study, both theoretical and practical, 
Public Administration uses particular theories for its advancement and development. 
These theories improve as the time goes by and they need to adhere to and operate 
as the social, economic and political changes, because public administration operates 
within such a changing environment. For officials to clearly carry their mandates, they 
need to know under which circumstances are they operating against and which 
policies and frameworks guides them. 
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2.3 LEGISLATIVE FRAMEWORK FOR THE PROVISION OF SERVICES IN 
SOUTH AFRICA 
According Section 40(1) of the 1996 Constitution, it recognises local government as a 
distinct sphere of government and as such its powers are derived from the Section 15 
of the Constitution and other statutes, and its functions are not derived or devolved 
from the provincial and national spheres of government.  
Ismail, Bayat & Meyer (1997: 3) define local government as that sphere of government 
which is commonly defined as a decentralised representative institution with general 
and specific powers devolved to it by a higher tier of government within a geographical 
area. Van der Waldt, Khalo, Nealer, Phutiagae, van der Walt, van Niekerk & Venter 
(2014:3) define local government as the level of government created to bring 
government to the local populace and to give citizens a sense of participation in the 
political processes that influence their lives. They further define local government as 
a distinct sphere of government that consists of municipalities that are instituted for 
each demarcated area and which covers the whole territory of South Africa (2014:53). 
The definition provided above concur with the definition that local municipality means 
a municipality that shares municipal executive and legislative authority in its area with 
a district municipality within whose area it falls, and which is described in section 
155(1) of the Constitution as a category B municipality (Local Government: Municipal 
Structures Act, 1998 (Act No, 117 of 1998). There has been a new definition of what 
has been termed Developmental local government is local government committed to 
working with citizens and groups within the community to find sustainable ways to 
meet their social, economic and material needs and improve the quality of their lives.  
Chapter 7 of the Constitution deals with local government as the third sphere of 
government (Constitution 1996); Sections 151-164 stipulate that:  
 The local sphere of government consists of municipalities. 
 The executive and legislative authority of a municipality must be vested in its 
municipal council. 
 A municipality has a right to govern, on its own initiative, the local government 
affairs of its community, subject to national and provincial legislation, as 
provided for in the Constitution. 
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 The national or provincial government may not compromise or impede a 
municipality’s ability or right to exercise its powers or perform its functions. 
While Section 152 of the 1996 Constitution, stipulates the objectives local government, 
which are; 
 To provide democratic and accountable government for local communities; 
 To ensure the provision of services to communities in a sustainable manner; 
 To promote social and economic development; 
 To promote a safe and healthy environment; and 
 To encourage the involvement of communities and community organisations in 
the matters of local government. 
The OR Tambo District Municipality, which is located in the Eastern Cape Province, is 
a Category C Municipality that is currently comprised of 5 local municipalities, as 
stipulated above. In most cases you will find that such municipalities, especially those 
situated in rural areas, will be the ones in dire need for an efficient service delivery 
programme. The New Age (January 15, 2017) has reported that Major towns in the 
Eastern Cape, including Mthatha, have been affected by the shortages of clean water. 
It has become common for residents in these areas to go for weeks without water. 
Areas that are affected are mainly in the OR Tambo district including Lusikisiki, Port 
St Johns and Tsolo. 
The OR Tambo District Municipality assumed the status of being a Water Services 
Authority (WSA) in 2003, followed by the process of transferring water services assets 
from the previously known Department of Water Affairs and Forestry. In terms of the 
Water Services Strategic Framework, as a WSA, the district is responsible for ensuring 
the provision of water services within its area of jurisdiction (ORTDM, 2016\2017). 
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Table 2.3: The table below illustrates water supply provisioning in the district 
to the end of the financial year 2015/2016. 
 
In support of this study the CS (2016:64) found out that households that reported to 
have no access to piped water, are the highest in the Eastern Cape (24, 9%) and 
Limpopo (20.0%). Refer to figure 2.3. 
 
Figure 2.3: Percentage distribution of households by type of water source in 
OR Tambo, 2016 
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The Eastern Cape lags behind in the number of households by type of water source 
as depicted by the figure above. StatsSA (2016) provides that most of the areas in the 
municipality have access to water through rives streams. The municipality has strides 
as depicted by Table 2.3 to cover the differences between the households that have 
access to water inside yard as compared to those who have access to water through 
the use of public taps. This does not hinder the fact that a large number of households 
still do not have water supply though all these years of development in South Africa.  
A number of statutes have been promulgated and policies formulated, this includes 
the municipal structures act, the white paper on water and sanitation as well as others 
as mentioned below, with regards to service delivery with the aim of making the public 
service more efficient, effective and economical. These include the White Papers that 
have a bearing on the transformation of the South African public service. 
One of the most important policy documents is the White Paper on Transforming 
Public Service Delivery, or the Batho Pele White Paper of 1997. ‘Batho Pele’ which 
means ‘People First’ in Sesotho, is one of the most important legislations on service 
delivery since it gives guidelines as to how to effectively and efficiently administer and 
deliver these services to the community at large. This, among more legislation, will be 
discussed broadly so as to pave the way for the theoretical framework of service 
delivery which has been mentioned above.  
2.3.1 The Constitution of the Republic Of South Africa, 1996 
Section 152(1)(a) of the Constitution,1996 stipulates that the objectives of local 
government are to provide democratic and accountable government for local 
communities and to ensure the provision of services to communities in a sustainable 
manner, the promotion of social and economic development, a safe and healthy 
environment, and the involvement of communities in matters of local government.  
Section 27 of the Bill of Rights of the Constitution of the Republic of South Africa 
(RSA), 1996 provides that everyone must have access to sufficient to basic services 
such as water and housing. Section 153(a) of the Constitution, 1996 on the other hand, 
further stipulates that the municipality must structure and manage its administration, 
budgeting and planning processes, to give priority to the basic needs of the 
community, including basic services as needed by the community.  
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Craythorne (2006:150) agrees to this and writes that the Constitution implies that a 
municipality must practice integrated development planning, which means that it 
requires municipalities to structure and manage its administration, budgeting and 
planning processes to give priority to the basic needs of the community and to promote 
the social and economic development of the community. The Constitution gives 
municipalities a responsibility to ensure that the quality of life for its citizens is 
improved. It gives the local municipalities a new role of providing the citizens with basic 
services, creation of jobs, promoting democracy, accountability and the eradication of 
poverty. 
2.3.2 Free Basic Water Policy 
The 1996 South African Constitution states that all citizens have the right to an 
adequate amount of safe water. The Free Basic Water Policy was implemented to 
ensure that these rights are fulfilled, and that the inequalities in service provision, 
which were established during the apartheid era, are reduced. With this policy, the 
Government is responsible for supplying each household with 6000 litres of potable 
water, accessible within 200m of the home as per RDP standards, free of charge each 
month. 
The Free Basic Water policy mentions that The Free Basic Water policy was intended 
to ensure that no one is denied access to a water supply, because they might not be 
able to pay for it. 
The Free Basic Water policy will help by aiming to: 
 Alleviate poverty. 
 Improve community health. 
 Free women from their traditional duty of carrying water from distant water 
sources. 
This policy will be regulated as part of national strategy in terms of Sections 9 and 10 
of the Water Services Act of 1997. Where the Local government will carry the primary 
responsibility for providing water to the poor, free of charge and the municipalities will 
need to understand the Free Basic Water policy to properly plan and implement it. 
They have a constitutional obligation to provide access to water for all their consumers. 
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Each municipality will take the responsibility for providing the service and for setting 
tariffs, provided that their financial and organisational resources can handle their 
responsibility towards the Free Basic Water policy. Municipalities will have to use their 
own discretion as to which amount of water will be supplied for free, since it might not 
be always feasible to provide the standard amount of 25 litres per person. 
The policy states that Free basic water consists of at least a basic amount of 6 kℓ (6 
000 ℓ) of water per month per household. This amount may differ among municipalities 
and you should contact your municipality directly to find out exactly what the free basic 
water service is that they provide. You are required to pay for water that is used over 
and above the free supply. 
2.3.3 The Municipal Systems Act, 2000 (Act 32 of 2000) 
Section 26(d) of the Municipal Systems Act, 2000 (Act 32 of 2000) states that 
Provincial Growth Development Plan (IDP) are the strategic development plans 
(SDPs) formulated by government to be aligned with each municipality’s Integrated 
Development Plan as part of intergovernmental intervention by other government 
spheres. This is to help the municipalities grow their infrastructure and capacity 
building to improve service delivery, including provision of housing and water to the 
communities. 
2.3.4 White Paper for Water and Sanitation Services, 1994 
The White Paper for Water and Sanitation Services, 1994 states that the government 
must provide the minimum basic water and sanitation services to all people, thus 
ensuring that all South Africans have access to a basic water supply and sanitation 
services at a cost which is affordable to both the household and the country as a whole.  
According to the White Paper for Water and Sanitation services (1997:15), the 
minimum standard for basic water supply services is: 
 the provision of appropriate education in respect of effective water use; and 
 a minimum quantity of potable water, 25 litres per person per day or 6 kilolitres 
per household per month: 
 at a minimum flow rate of not less than 10 litres per minute; 
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 within 200 metres of a household; and 
 With effectiveness such that no consumer is without a supply for more than 
seven full days in any year.  
The White Paper for Water and Sanitation Services, 1994 further states that the lack 
of basic services such as water supply and sanitation is a key symptom of poverty and 
underdevelopment. In addition, the Water Service Act, 1997 (Act 181 of 1997) provide 
for, as indicated in section 50 (a), the right of access to basic water supply and the 
right to basic sanitation necessary to secure sufficient water and an environment that 
is not harmful to human health or well-being.Section 3(1) Everyone has a right of 
access to basic water supply and basic sanitation and every water services institution 
must take reasonable measures to realise these rights. 
Lastly the Water Service Act stipulates that 4. (1) Water services must be provided in 
terms of conditions set by the water services provider. (2) These conditions must: (a) 
be accessible to the public; (b) accord with conditions for the provision of water 
services contained in bylaws 25 made by the water services authority having 
jurisdiction in the area in question. 
2.3.5 The National Water Act, 1998 (Act 36 Of 1998) 
The purpose of this Act is to ensure that the nation's water resources are protected, 
used, developed, conserved, managed and controlled in ways which take into account, 
amongst other factors: 
 promoting equitable access to water; 
 redressing the results of past racial and gender discrimination; and 
 Promoting the efficient, sustainable and beneficial use of water in the public 
interest. 
This Act, therefore, is nationally recognised and all water service sectors or 
institutions, private or public, are expected to comply with its regulations. Any person 
who contravenes or fails to comply with the regulations of the act is guilty of an offence 
and liable to a fine or to imprisonment of up to five years.  
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2.4 WATER SERVICE DELIVERY MECHANISMS IN THE OR TAMBO DISTRICT 
MUNICIPALITY 
The Municipality is a Water Services Authority under the Municipal Structures Act 
(No117 of 1998). The Municipality, being a WSA, has also decided to fulfil the Water 
Services Provider function for the local municipalities that fall within its area of 
jurisdiction. These services are performed under the infrastructure within the ORTDM. 
The infrastructure department is split into sections which include WSA.It is understood 
that the current South African system of local government is faced with critical 
problems and challenges pertaining to the provision of sustainable service delivery to 
the community.  
The National Department of Cooperative Governance and Traditional Affairs (COGTA) 
in 2009, commissioned an assessment report which revealed major findings related 
to governance, service delivery, and financial management as well as policy 
implementation aspects on the part of municipalities across the country. 
Some of the identified problems from the assessment report are linked to the huge 
service delivery and backlog challenges experienced by local government these 
include; 
 Political/administrative interface; 
 Corruption and fraud;  
 Poor financial management;  
 Number of violent service delivery protests; 
 Poor accountability measures and relationships with communities; 
 Weak civil society formations; and  
 Insufficient municipal capacity due to lack of scarce skills (COGTA Report. 
2009). 
Madumo (2015:162) concurs that in South Africa; local government is confronted with 
the following challenges, among others: 
 The inability of municipalities to financially sustain themselves; 
 The lack of capacity to deliver constant and regular services; and 
 The failure of officials to comply with regulations 
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The author further explains that the challenge of financial sustenance is mostly created 
by the situation where municipalities fail to institute proper mechanisms to ensure that 
they collect their revenue accordingly. For instance, municipalities rendered services 
in the financial period 2013/2014 and were defaulted by more than R93.4 billion 
without appropriate funding, it becomes difficult for local government to render 
services. Consequently the capacity to deliver regular and constant services becomes 
compromised. Although lack of funding is a major issue, the situation is worsened by 
unethical practices. It is a common practice in most municipalities that the process of 
appointing service providers is influenced by politicians, thereby influencing the 
accurate supply chain processes. In some municipalities, accounting officers have 
been suspended by the municipal council for failing to appoint service providers that 
the politicians favoured (Madumo, 2015:162).  
Mdlongwa (2014:34) agrees with this by mentioning that some of the key challenges 
hampering service delivery, as alluded above, include:  
 Human resource challenges with regards to skills and capacity in municipalities. 
Many municipalities across South Africa just do not have the people with the 
required technical skills and in cases where they do there is sometimes a 
shortage of skilled personnel who can assist the municipality in rendering 
quality services to the people. 
 Corruption and maladministration. In many municipalities corruption and 
maladministration has become endemic and the lack of accountability or 
transparency in rendering services to the people is a cause for concern. 
 Financial challenges. Across South Africa a number of local municipalities are 
either bankrupt, or on the brink of bankruptcy which affects their ability to 
provide quality service delivery to the people. 
 Lack of awareness and lack of knowledge by communities with regards to their 
rights. This hampers service delivery as communities do not know how or who 
to approach when they face challenges regarding service delivery in their 
communities. This allows some municipal officials to act with impunity knowing 
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that the community will not challenge this as they are not aware of their rights 
or the channels to follow when these rights have been abused. 
 Slow rollout of services. When local municipalities do get their act together and 
render services to the people this is often a slow and tedious process which 
hampers the quality and efficiency of service delivery. 
 As many strides have been made in the OR Tambo District Municipality, as 
eluded in the recent 2017 State of District Address by the mayor, the 
municipality still has a long way to go in order to have a full-fledged water 
provision system. The mayor made mention that the municipality is progressive 
in terms of the below mentioned projects and developments that are currently 
taking place and others that are almost completed.  
 The King Sabatha Dayindyebo Presidential Intervention Bulk Water 
Infrastructure is one of strategic projects that address the requirement to supply 
potable water to the existing and planned reticulation schemes in the local 
municipalities such as; King Sabata Dalindyebo (100%), Mhlontlo (40%) and 
Nyandeni (60%). The mayor further outlined that the KSD Presidential 
Intervention Bulk Water Master Plan enables an integrated approach to supply 
five corridors (Mqanduli, Nqadu, Libode, Ngqeleni and Mthatha) with potable 
water from Mthatha Dam. The water demand also increased. The increase also 
included the extension of Bulk Sanitation Pipelines upgrades to cover the sewer 
in Mthatha town and surrounding suburbs due to population growth, 
developments and dilapidated infrastructure. To date, these corridors are at 
various stages with enormous achievements made. 
 Another area which the mayor mentioned is the Mqanduli Corridor which is 
currently at 88% completion, with the expected date for the first delivery of water 
to the last reservoir by July 2019. This was accounted to the fact that there are 
still contracts that needs go to tender, including three pump stations and the 
extension of the secondary bulk. The pipeline that is being laid from Mthatha 
Water Works to Mqanduli area is 99% complete and also the construction of 
reservoirs is currently sitting at 95% complete. The major works remaining 
under Mqanduli corridor which will be done in 2017-2018, will be the 
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construction of the secondary bulk pipeline to the villages and the installation 
of a booster pump station between Thornhill and Mqanduli which will lead to 
obtain the primary objective of bringing the water to tap by July 2019. What 
remain in this region are the river crossings and tie inns connections that the 
contractors are busy with and they are planning to have it completed by 
September 2017. 
 Another corridor that the Mayor spoke about, is the Libode Ngqeleni Corridor 
where phase one has been completed, as was reported as the projected under 
construction in the 2016 State of the District Address. This project aims to 
ensure that limited capacity of water supply is provided to the town of Libode. 
The project will also strategically ensure that towns of Libode and Ngqeleni are 
developed and this will remove the burden of movement to Mthatha for water 
services. The Libode Ngqeleni Corridor phase 2 projects are under 
Construction and sitting at 40% of work completed to date and the planned 
completion date is November 2018 according to the 2017 address. The delays 
experienced in these two projects are due to Litigations. The phase one of the 
project will be able to supply water to Libode town and other areas close to 
constructed pipeline before the end of 2017-2018. 
 The largest area that the Mayor made mention of is the Mthatha central bulk 
that serves to stimulate economic growth in the central Mthatha area by 
improving the level of services provided, and upgrading the existing bulk water 
supply to cater for breaking new ground areas in Mthatha Town. It also aims to 
cater for the formalizing of services to the many informal settlement areas 
surrounding Mthatha Town. This programme is currently at 95% completion and 
it will ensure the relief and improvement in the town of Mthatha. The work 
completed includes the Upgrade of the raw water pipeline and raw pump 
station, the upgrade of the Thornhill Water Treatment Works from 60 mega 
litres to 80 mega litres(i.e. 80 million litres), the construction of Signal Hill to 
Zamakulungisa pumping main, the Zimbane to Sidwadwa gravity main and the 
3 bulk reservoirs. 
 The Flagstaff Water Supply project, which is intended to serve 30 407 
households in the rural villages of Flagstaff and the Flagstaff town that was 
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initiated by the district, is also nearing to completion with the Regional Phase 3 
project now at 98% completion where the subcontractors are busy finalizing the 
reservoirs. The project is also linked to the Flagstaff regional for water source, 
which is awaiting the Eskom connection so that circulation of water can take 
place. The district has another commitment of a project worth 83 million for 
village reticulation which has to ensure that households do receive sustainable 
water services, which was going on a bid. 
Another aspect that the mayor focused on, is the provision of water tanks to the, 
communities where plans are still being formulated to bring water to certain sections 
along with the protection of springs and water conversation. Since the start of the pipe 
replacement in 2015, the district has replaced 3000 new water bulk and household 
meters. 
The improvements made by the district have proved wrong the statement that was 
made by the then President, Thabo Mbeki in 2006, which stated that the OR Tambo 
District Municipality could find itself lagging as much as 10 years behind the national 
target dates for water and sanitation. This was the warning in a report handed to him 
during a day-long visit to the Mbizana area during which he also addressed a 
community meeting. According to the report handed to the president, though there has 
been a significant improvement in service delivery over the past 12 months, 51% of 
households did not yet have water and 58% all of them rural did not have sanitation. 
The report said that the national target for universal water provision was 2008 and at 
the time looking at the current backlog, at least R1-billion was required to cover all 
households and the resource base at the disposal of the municipality, at that time, 
dictated that the backlogs can be eradicated by 2015 (McLennan, 2006). 
The improvements by the district municipality must be applauded, but there are still 
gaps within the policy framework with regards to how the municipality conducts and 
provides the water services to the communities. Physical inspections of all the 
mentioned programmes, proves fruitfulness when you go to some of the rural areas of 
the district and the citizens are still complaining about the water services that they 
receive. Also, some of the top vulnerability concerns of the department must be taken 
into cognisance and further scrutiny must be done at the municipality so that the best 
service model of the municipality can be developed to yield good customer satisfaction 
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by the communities of the area. A municipal strategic self-assessment was done by 
the Department of Water & Sanitation in 2015, which was looking at the water service 
vulnerabilities in the OR Tambo District Municipality. This survey identified some of 
the top areas of vulnerability of concern in the department of waters services of the 
municipality.  
The Department of Water and Sanitation entrusted the municipality to find the 
information useful for identifying and prioritizing the key remedial actions that needs 
to undertake to ensure effective water services delivery in each municipality. This 
information will also be forwarded to National Treasury, the Presidency, and the 
Department of Cooperative Governance for their consideration and possible follow up 
with the relevant person. The steps which the municipality was given to follow in order 
to satisfy the prioritising of what has to be done to enable effective water services 
delivery were the following: 
 Step I – Analyse the current situation via the MuSSA, whereby both the WSA 
and Regional DWS jointly prioritise where the WSA needs to improve and set 
associated targets. 
 Step II – Determine the approaches on how to achieve the desired 
improvements. 
 Step III – Set Actions to achieve these improvements and targets. 
 Step IV – Monitor, Evaluate and Communicate progress (including updating the 
MuSSA), by both the WSA and DWS regional office. 
The concern with the State of the Address of 2017 fails to identify some of the major 
issues raised by the survey and how has the municipality dealt with the issues or 
improved thereafter. The top areas of vulnerability of concern to the Department being: 
1. Staff Skill Levels (Technical) (45.0%) 
2. Technical Staff Capacity (Numbers) (30.0%) 
3. Drinking Water Safety & Regulatory Compliance (45.0%) 
4. Wastewater/Environmental Safety & Regulatory Compliance (45.0%) 
5. Revenue Collection (45.0%) 
6. Financial Asset Management (20.0%) 
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The diagram that follows provides the larger scale of the issues which the municipality 
faced.  
The IDP (2015-2016) of the municipality partially concurs this by stating some of the 
challenges in the provision of water and sanitation services in the area. 
 
Figure 2.4: OR Tambo District Municipality 2015 Municipal Strategic Self-
Assessment (MuSSA, 2015) 
The figure above shows assessment of water services as per the municipality In South 
Africa. An assessment was done for ORTDM and areas of extreme vulnerability were 
highlighted to the municipality. These include financial asset management, revenue 
collection, operation and maintenance, regulatory compliance, staff skills levels, staff 
capacity and water demand management. All these areas are related to the research 
questions raised by the researcher. It is noted that the municipality has been doing 
good at other aspects of water services such as customer care, management skill 
level, water planning and organisational performance monitoring as showed on figure 
2.1 above.  This self-assessment conducted in the ORTDM has made access to the 
underpinning challenges faced by the municipality. The table below provides these 
challenges and their main cause. It could be a case that some of these challenges can 
be shared by numerous other municipalities within the Eastern Cape.  
46 
Table 2.4: Challenges in the provision of water and sanitation in the OR Tambo 
District Municipality as identified by the Municipality 
Challenge  Cause 
Huge Backlogs  Negligence of the area during the 
apartheid era. Topography of the area 
which makes it expensive for some areas 
to be serviced 
Old Infrastructure Lack of refurbishment, and as result the 
infrastructure is being operated though it 
has far reached its design life span 
Demand is in excess of available 
infrastructure due to rapid and 
unplanned growth and as such the 
infrastructure is over-strained, which 
result in reduction of its lifespan 
Shortage of skilled personnel High Level of illiteracy, and unable to 
attract skilled personnel from other areas 
due to financial constraints. 
Poor Maintenance of existing 
infrastructure 
Low revenue-generation, as many of the 
District’s inhabitants are unemployed, 
and as such, there is dependence on 
grants,  
Lack of funds for infrastructure 
investment planning 
Due to the rural nature of the District, 
funds for infrastructure development are 
only provided through Grant funding.  
The AG Report (2015:67) has stated that the main root challenges in regards to 
financial and performance management are as follows: 
 Slow response to improve internal controls and address risk areas. 
Inadequate consequences for poor performance and transgressions. 
 Instability or vacancies in key positions or key officials lacking appropriate 
competencies. 
 To moderate these outcomes and to move to a much cleaner administration 
and efficient service delivery mechanism, the national government has initiated 
a number of projects in the past, which was aimed at improving the system of 
local government in its delivery of services. The Operation Clean Audits 2014 
and the Turnaround strategy for 2011 are examples of the new mechanism that 
the government has put into place. The introduction of these projects shows the 
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on-going improvement of local government role to service delivery, good 
governance and management aspects. 
The table below illustrate water supply provisioning in the district to the end of the 
financial year 2015/2016. 
Table 2.5: Illustrate water supply provisioning in the district to the end of the 
financial year 2015/2016 
 
Analysis of the above water distribution spanning 5 years in the ORTDM shows little 
strides made by the municipality in order to achieve the full scale of services to provide 
all the houses within its boundaries with water services. Piped water dwellings have 
moved from 32162 piped households to 33554 piped households showing less that 
5% improvement in a space of a year. When it comes to the use of commune taps, 
which is mostly experienced in the rural municipalities, the municipality has achieved 
less that 15%. When compared with the piped water inside dwellings, the municipality 
has achieved more than the 15% giving the deduction that the municipality has put 
more strategies in place for this category to be able to be serviced.  
The provision of services by municipalities, is a constitutional obligation, being the 
government closest to the people, it is to be expected that a core function of 
municipalities is the rendering of a variety of basic but essential service to the 
community within its jurisdiction (Roux and Nyamukachi, 2005;695). 
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For this, Part B of Schedule 5 of the 1996 Constitution identifies the following services 
that fall within the ambit of local government and its consequent municipalities. They 
are; water, electricity, town and city planning, road and storm water, waste 
management, emergency services, for example, fire fighting, licenses, fresh produce 
market, parks and recreation, security, libraries, town and city planning, and economic 
planning. Part B of Schedule 4 (concurrent national and provincial competences) of 
the 1996 Constitution, further identifies the following matters that are also the 
responsibility of local government: air pollution, building regulations, child care 
facilities, electricity and gas reticulation, fire fighting services, local tourism, municipal 
airports, municipal planning, municipal health services, municipal public transport, 
municipal public works, pontoons, ferries, jetties, harbours excluding the regulations 
on international and national shipping and matters related thereto, tracking regulators 
and water and sanitation. 
Gildenhuys (1997:24) further mentioned that these services are known as external 
services, meaning services rendered to the general public within the jurisdiction of the 
municipality. The difference they have with internal, is that Internal services are those 
services rendered within the municipality and among those, services such as for 
example, human resources management and information technology assistance. 
These are internal services that assist other departments to perform their mandate 
effectively and they can be sometimes referred to as staff functions. 
Thornhill and Dhlamini (2012:30) write that the identification of basic needs should be 
done in consultation with the community. Communities differ and for development and 
prosperity to be promoted, a new standard of measurement of service delivery should 
be developed so that everyone’s opinion can be heard. It is imperative for the 
municipality to cater for the needs of its specific demographic area. It is understood 
that the needs of area A wouldn’t precisely be the same as the needs of area B and 
therefore, in consultation with the community, the OR Tambo has identified the most 
sought after service which it needs to cater for its constituents.  
According to Roux and Nyamukachi (2005:695) OR Tambo District Municipality is 
regarded as local government while also being the government closest to the people, 
it is to be expected that a core function of the municipality is to render a variety of basic 
but essential services to the community within its jurisdiction. 
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It must be taken into note that the provision of services by local government, in this 
case the municipality under scrutiny, is a constitutional obligation that is provided in 
the 1996 Constitution of South Africa.  
As stipulated by Part B of Schedule 5 of the 1996 Constitution, the following services 
fall within the ambit of local government and its consequent municipalities. They are; 
water, electricity, town and city planning, road and storm water, waste management, 
emergency services, for example, fire fighting, licenses, fresh produce market, parks 
and recreation, security, libraries, town and city planning, and economic planning. 
While Part B of Schedule 4 of the 1996 Constitution further identifies the following 
matters that are also the responsibility of local government: air pollution, building 
regulations, child care facilities, electricity and gas reticulation, fire fighting services, 
local tourism, municipal airports, municipal planning, municipal health services, 
municipal public transport, municipal public works, pontoons, ferries, jetties, harbours 
excluding the regulations on international and national shipping and matters related 
thereto, tracking regulators and water and sanitation which some the Municipalities 
does not provide.  
These services can be categorised in two formats, they can be external services, 
meaning services rendered to the general public within the jurisdiction of the 
municipality or Internal services which are those services rendered within the 
municipality (Gildenhuys 1997: 24). The Constitution, according to section 153(a) 
states that a municipality must structure and manage its administration, budget and 
financial processes to prioritise community needs and also to promote the overall 
socio-economic situation of that community. For the municipality to achieve this, it 
needs provide a democratic and accountable government to local communities which 
means that they need to provide sustainable services to the community; promote 
socio-economic development through projects and programmes developed by the 
municipality; promote a safe and healthy environment for the community both for living 
and working; and encourage the involvement of communities and community 
organisations in municipal matters which in some cases maybe be developmental to 
the municipality whether it is economically or infrastructural .  
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Figure 2.5: Percentage of Households by type of Water Access (Census 2011) 
IDP, 2016/2017 
Figure 2.5 shows the percentage of households by type of water access in the local 
municipalities which fall under its jurisdiction. Within the local municipalities found in 
the district, Ingquza Hill Local Municipality has the most access to a river/stream with 
a total of 35 600 households that has access to a river or stream. This consists of 
63.4% of its total households that has access to water and this can be contributed to 
its neighbouring of Umzimkhulu River. On the other hand, the local municipality with 
the best developed regional/local water scheme is in the King Sabata Dalinyebo Local 
Municipality with a total of 42 453 households whose services consists of 40.3% of all 
households that have access to water in that municipality. This can be contributed to 
the fact that it has the highest percentage of working schemes. 
One of the primary duties of this municipality is the development of the community 
according to its basic needs. The identification of basic needs should be done in 
consultation with the community. Communities differ and for development and 
prosperity to be promoted, a new standard of measurement of service delivery should 
be developed. 
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It should be noted that although Umtata Dam is experiencing full supply capacity for 
this time of the year while also having High status, the problem experienced in this 
area is not water scarcity, but the ineffective use in distributing the already existing 
water supplies, mismanagement and the lack thereafter of proper infrastructure for the 
distribution. It should also be noted that some of the dams found in the OR Tambo 
District such as: 
 Mlanga Dam which has a Full Supply Capacity: -2% and a Status: Very Low 
(for this time of the year). 
 Nqadu Dam which has a Full Supply Capacity: 27% and a Status: Very Low (for 
this time of the year). 
 Corana Dam which has a Full Supply Capacity: 2% and a Status: Very Low (for 
this time of the year).  
 Mabeleni Dam which has a Full Supply Capacity: 100% and a Status: 
Moderately Low (for this time of the year) is among the dams which supply 
some of the towns in the area (DWS, 2016). 
The stats showed above, show that the provisioning of water services is not the only 
problem in some areas and that the water scarcity in those concerned regions is 
another.  
The municipality need to have a competent framework for service delivery in order to 
effectively cater for the community. That is why the Integrated Development Plans 
(IDPs) are of particular significance to ensure a structured and co-ordinated approach 
to service delivery. In developing these IDPs, both municipalities and communities can 
work together to find the best solutions to achieve long term development (Thornhill 
and Dlamini, 2012:43). 
 Water  
 Sanitation 
 Health  
 Solid waste removal and environmental management  
 Electricity  
 Housing  
 Basic Services 
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2.5 PRINCIPLES FOR SERVICE DELIVERY 
The OR Tambo District Municipality, will all the respective local municipalities in 
Eastern Cape, must use set out principles to guide them in the effective and efficient 
delivery of water services to their respective communities. These principle are not only 
a cornerstone of proper service delivery as set in the Constitution, but also the 
fundamentals, norms and values that governments need to have to effectively cater to 
any services to our community.  
The White Paper on Local Government (1998) lists some of principles for the efficient 
service delivery provision and these are the following:  
2.5.1 Accessibility of services 
This principle requires that municipalities ensure that all citizens, regardless of race, 
gender or sexual orientation, have access to at least a minimum level of services. 
Where imbalances in access to services are noticed, they must be addressed 
thoroughly. This may be through the development of new infrastructure or 
rehabilitation and upgrading existing infrastructure or a combination of both.  
Mafolo and Smith (2009:436) write that through IDPs and Service Delivery Budget 
Implementation Plans, municipalities should ensure that community members have 
access to services and this could be done through the establishment of units in 
residential areas.  
The use of provincial government funded grants by municipalities is to assist 
municipalities in funding bulk infrastructure for low-income households where this 
provides access to services to the previously disadvantaged sections of this country’s 
society. 
The White Paper on Local Government (1998), urges municipalities to particularly, aim 
at ensuring that people with disabilities are able to access municipal services and 
amenities too. 
2.5.2 Affordability of services 
The White Paper on Local Government, 1998 argues that even when service 
infrastructure is in place, services may still remain beyond the reach of many residents 
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unless such services are financially affordable to the municipality and the citizens who 
reside in the boundaries of the municipality. It can then be the duty of the municipality 
to keep services affordable enough to most of the citizens by;  
 Setting tariffs which balance the economic viability of continued services 
provision and the ability of the poor to access services. 
 Determining appropriate service levels. Service levels which are too high may 
be economically unsustainable and jeopardize continued service provision. 
Netswera and Phago (2009:135) state that the ability to pay for basic municipal 
services is measured through the use of three variables, which are; employment data, 
household income and expenditure, and living standard measurement data that 
assess household material possessions. Accessibility is closely linked to affordability 
as it is outlined in the White Paper on Local Government, 1998. 
2.5.3 Quality of services rendered 
Mafolo and Smith (2009:434) write that to make people aware and for assurance of 
quality of services to be rendered, community members should be informed about the 
level and quality of municipal services through making use of local newspapers and 
the availability of copies of the Integrated Development Plans (IDPs) in all accessible 
areas.  
The quality of services provided, may be difficult to define as people can have different 
interpretations of what proper quality is to them. Proper quality in the rural areas will 
not be the same in the urban areas.   
The White Paper on Local Government, 1998 identifies the following as taken into 
consideration when determining the quality of services provided or to be provided by 
the municipality to the community:  
 Suitability of purpose; 
 Timelines; 
 Convenience; 
 Safety, continuity; 
 Responsiveness to service-users; and 
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 A professional and respectful relationship between service-providers and 
service-users. 
2.5.4 Accountability for services 
Mafolo and Smith (2009:437) write that as part of the provisioning of services, the 
community members should be informed in what way municipalities operate and the 
price of various services such as tariffs for basic services as well as the rates in the 
proposed budget. They also argue that municipal departments must publish annual 
reports indicating, in user friendly format, all the operations of government. Community 
members must also be informed in instances where the promised standard of service 
is not adhered to and the community should then be called to attend meetings where 
the cause of non-compliance should then be explained. 
It can be concluded that municipalities must be accountable to the community 
members about the quality of services that is or will be provided along with the 
affordability and accessibility of those services. The options of service delivery 
mechanisms and alternatives that the municipality take for the delivery of services 
should be made public. The municipalities should be accountable for the projects that 
are completed and those which are not completed.  
2.5.5 Sustainability of services 
According to Netswera and Phago (2009:136), municipalities are required by law to 
establish a tariff or levy system on services for sustainability purposes in order to 
determine how much the municipality must invest in the sustainability of the service 
rendered. This sustainability of services includes both financial viable as well as the 
environmentally sound and social use of resources. Municipalities in their execution of 
their developmental plan, must ensure that the services that are planned for, are 
sustainable, economically viable and do not disrupt environmental and social systems 
in place. 
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2.5.6 Value-for-money 
The endeavour should be for efficient administration in the form of goal realisation, the 
thrifty utilisation of resources and the equitable division of resources among groups 
and programmes (Thornhill & Hanekom 1995: 195).  
The White Paper on Local Government Section F, Act 2 concurs that value in the 
public sector is both a matter of the cost of inputs, and of the quality and value of the 
outputs. The above principles require that the best possible use is made of public 
resources to ensure universal access to affordable and sustainable services. 
In addressing the Batho Pele White Paper principle of best value for money, local 
government must prioritise budgeting, such as matching the budget with programmes 
for improved service delivery and keeping within the budget. Public institutions need 
to re-evaluate their costs on programmes and projects which do not add value to the 
community and realisation of service delivery.  
2.5.7 Integrated development and services 
Municipalities must adopt an integrated approach to planning and ensure the provision 
of municipal services. This can be shown through the development of an IDP for the 
municipality. The IDP as a service delivery tool has some inherent benefits for the local 
communities, it influences and informs the process of budgeting, management and 
decision making in each individual municipality and has to contain the developmental 
vision of a municipality. This approach to integrated development means taking into 
account the economic and social impacts of service provision in relation to municipal 
policy objectives such as poverty eradication, spatial integration and job creation. 
2.6 FACTORS AFFECTING THE PROVISION OF WATER SERVICES IN A 
SUSTAINABLE MANNER 
According to the OR Tambo District Municipality Integrated Development Review 
2015/16 (2015:101), the backlogs for water remain high in the OR Tambo region; this 
is supported by the ECSECC 2010 statistics and also the Municipal Demarcation 
Board Capacity Assessment 2011, 2010.   
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According to The Empowerdex Service Delivery Index (Citydex) (2009:18), which 
measures the performance of local municipalities on actual water service delivery, the 
OR Tambo District Municipality is among the worst performing municipalities and is 
consequently ranked 45 on the list, out of 46 district municipalities in South Africa. 
Furthermore, the Empowerdex Service Delivery Index (Citydex) (2009:18) sites one 
of the municipalities under the district municipalities, which is known as the Port St 
Johns that is ranked 228 out of 231 local municipalities, showing the incapacity with 
the local municipalities under the area of jurisdiction of the district municipality.  
Local government is defined as that level of government which is commonly defined 
as a decentralised, representative institution with general and specific powers 
devolved to it by a higher tier of government within a geographically defined area 
(Bayat, Ismail & Meyer; 1997:2).  
Botes, Brynard, Fourie & Roux (1996:223) on the other hand argue that local 
government is the sphere of government situated on the grassroots mainly entrusted 
with provision of municipal service delivery. Local government is situated at the make 
or break point where municipal service delivery protests are prevalent. It therefore 
should be noted that the welfare of the society is made better or worse at local 
government sphere. Botes et al (1996:224) further highlights that the achievement of 
the goals of the government of the day, depends mostly on the capacity that the Local 
Government has, to carry out its functions and if this does not happen, the failure of 
government would be easily visible.  
During apartheid, local government functions was characterized by policies of 
separate development and this led to the unequal distribution of resources and the 
provision of basic services amongst people. It is to this end, still taking place in most 
of the rural municipalities around the country where the majority of the citizens don’t 
have success to proper municipal services. According to the Constitution of the 
Republic of South Africa of 1996, Chapter 7 Section 152 (i), local authorities have the 
responsibility of ensuring that local communities are provided with basic services. This 
might not be the case even though the municipalities are mandated by the constitution. 
This then leads to the dissatisfaction of community members which can lead to 
protests by citizens. As such, municipalities face the challenge of not delivering 
efficient and quality services to the citizens. 
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Bekker (1996:7) states that a local authority might provide all the basic services, which 
a community may require along with many other services as well, but this is not usually 
the case in some parts of the municipalities in South Africa, especially rural 
municipalities. Local government is compelled by the Constitution to provide different 
services to the communities and it has the duty to oblige to that. It can be argued 
though that the powers to provide most of the services listed in provincial legislation 
are permissive which means that the local government can sometimes bypass them 
to the provincial government. This gives the local government the choice whether or 
not to render a service. These services include roads, electricity, water reticulation, 
storm water drainage, and sewerage reticulation and refuse removal.  
Paradza, Mokwena and Richards (2010:7) argue that local government in South Africa 
has undergone a series of changes since the transition to democracy to meet the 
needs of a consolidating democracy and the development of the country’s citizens. 
They further mention that the challenges include addressing apartheid-legacy 
underdevelopment of the regions and municipalities, fostering participatory 
governance at the local level, consolidating local government to facilitate sustainable 
development and improving service delivery.  
According to Thornhill (2011:129), local government plays a major role in providing 
basic services, as a requirement for maintaining a reasonable and acceptable 
standard of living. Over the past few years, municipalities have faced challenges in 
providing equitable public service delivery throughout South Africa. Dissatisfaction 
concerning service delivery led to protests in various municipalities. There are a variety 
of causes that could have triggered these protests, such as misaligned local governing 
structures and the lack of public participation by the community members in decision-
making concerning the quality of services”. Local government must take note that it 
consist of diverse cultures and with that in mind it faces a major challenge of ensuring 
that municipalities provide optimal and efficient services to all these communities who 
have different needs and ways of thinking.  
According to Tshiyoyo and Koma (2011:127), the South African system of local 
government is currently saddled with critical problems and challenges pertaining to the 
provision of sustainable service delivery. They further outline that an assessment 
report commissioned by the National Department of Cooperative Governance and 
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Traditional Affairs (COGTA) in 2009, revealed major findings related to governance, 
service delivery, and financial management and policy implementation aspects on the 
part of municipalities across the whole country. 
As stipulated in the above, some of the identified problems relate to huge service 
delivery and backlog challenges which include, among others, the poor 
communication and accountability relationships with communities; problems with the 
political/administrative interface; corruption and fraud; poor financial management; 
number of violent service delivery protests; weak civil society formations and 
insufficient municipal capacity due to lack of scarce skills (COGTA Report. 2009). 
In dealing with the above mentioned challenges, the local government has put in place 
strides such as the Operation Clean Audits 2014, and the Turnaround strategy for 
2011, which has managed to deal with the problems at hand. With this, the significant 
impact that the government is taking, can be seen so as to improve the mandate to 
delivery service and how it handles its governance and management aspects.  
 
Figure 2.6: Root causes of municipal problems, Jakoet-Salie (2014:25) 
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The figure above stipulates numerous root causes of municipal problems that are 
identified in most of the municipalities as according to the Local Government 
Turnaround Strategy: Municipal Guidelines, January 2010.  
Gwayi (2010) states that some of the causes of poor service delivery in town councils 
include: councillor interference in administration, inadequate public participation; 
inadequate alignment of budget with the requirements of the central government; lack 
of political and administrative leadership; inadequate infrastructure and shortages of 
skills. 
Davids, Theron and Maphunye (2005:137) sites the following common challenges in 
local government for the slow arriving of services to the intended beneficiaries 
 Lack of skills in the local government sphere; 
 Weak interpretation and co-ordination; 
 Inadequate dissemination of information; 
 Human resources and management problems. 
A Strategic Overview of the Water Sector in South Africa (2015: 45) write that about 
half of the municipalities cannot, at any given time, provide reliable water balance data, 
which is said to be due to a lack of water meters and inadequate skills and capacity. 
Fortunately, these municipalities account for only about 25% of municipal water 
consumption. As can be expected, the data is of the best quality in metros, becoming 
progressively worse in the B1 to B4 municipalities, with the B4 municipalities only 
being able to provide reliable basic data for a quarter of their water consumption 
The focus of government since the inception of democracy has been on the provision 
of basic water service infrastructure and thus efficient water provision to the citizens 
of South Africa. The effective operation and maintenance of this infrastructure is an 
essential part of service delivery that has been much neglected by some of the 
municipalities or the water service authorities tasked of managing the various regions. 
An assessment of 1689 water schemes was carried out by the Department of water 
and sanitation and it found that at least 10% of those were dysfunctional, (lying mainly 
within the 27 District Municipality’s). A further 20 to 24% were experiencing serious 
water security problems, and 48% needed urgent refurbishment. Limpopo and 
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Mpumalanga was among the top offenders contributing to up to 60% of infrastructure 
experiences of functionality problems. Functionality issues can be credited to a 
number of factors which are mostly related to poor management (Strategic Overview 
of the Water Sector in South Africa, 2015: 45) 
The factors contributing to this dismay of the current water sector in South Africa and 
mainly at the rural areas municipalities, is contributed by the following factors which 
continue to expand on a yearly basis.  
 
Figure 2.7: Number of factors which are mostly related to poor management 
affecting water provision Strategic overview of the water sector in 
South Africa (2015: 49) 
Figure 2.7 shows the typical functionally problems experienced by municipalities in the 
provision of water. These are divided in terms the category of the problem and the 
type of problems which can be from lack of enforcement of regulations to poor 
management and droughts. It needs to be noted that the community is also a 
stakeholder in the provision of water and for that it can also be a contributing 
functionality problem when it comes to challenges affecting water provision. Problems 
experienced at a community level include vandalism, inadequate education, non-
payments and the leakages that are not reported on time.  
Wensley (2015) indicates that the lack of skills and capacity among municipalities in 
South Africa is at the heart poor water service delivery in the country. Wensley notes 
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that insidious water leaks in households and ageing infrastructure were a great source 
of concern as municipalities were unable to run a viable water service. He further 
mentions that it was important to replace water metres every nine years because if 
that was not done, then consumers would end up underpaying for water. Wensley 
(2015) said that the high consumption of water at 227 cubic metres per day in South 
Africa had to be addressed as a matter of urgency since there was an estimated 
population of 54 million people in the country who depended on this dwindling resource 
and it is being depleted on a daily basis. Water consumption in South Africa contrasted 
sharply with the average world consumption which stood at 174 cubic metres a day. 
Furthermore the situation is further exacerbated by the fact that South Africa does not 
have surplus water and 28% of the country’s towns have inadequate water supply as 
experienced in the year 2017. The country at the present moment has a total reliable 
yield of 98% assurance of surface water, groundwater, return flow and other sources 
supply of 15 billion cubic meters a year. Usage is estimated to be between 15 and 16 
billion cubic metres per annum. 
The lack of appreciation of the value of water is partially due to low tariffs which are 
not cost reflective. This, together with poor O&M and lack of metering, contributes to 
wastage, high consumption, high Non-Revenue Water and financial loss. If not 
addressed, this will continue to threaten municipal viability and thus this factors the 
provision of water by municipalities. Services in some areas, in particular the 27 
District Municipalities, which are water service authorities, will most likely continue to 
be problematic as they lack the proper guidance and decisions informed by the water 
boards established in the country. 
According to Hurlbut and Robert (2012: 24–26), some of the municipal level protests 
over service delivery are often a result of poor governance, abuse of power and a lack 
of accountability within the leaders of municipalities. Thus citizens become frustrated 
and they resort to protesting which involves the demand of response, damaging of 
infrastructure, the persuasion of accountability from leaders or simply the fast tracking 
of service delivery on particular important needs of the community. 
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2.7 CHALLENGES IN THE PROVISION OF WATER IN OR TAMBO DISTRICT 
MUNICIPALITIES 
Since the dawn of democracy, South Africa has made strides in term of making the 
citizens’ life sustainable by providing them with the necessary services. Various 
development programmes have been put into effect since the dawn of democracy in 
order to address the inequalities which were brought about by the apartheid regime 
Despite all the policies and socio-economic policy framework put by government such 
as the Reconstruction and Development Programme (RDP), Growth, Employment and 
Redistribution (GEAR) and the current National Development Plan (NDP), service 
delivery remains one of the biggest challenges that the government faces. 
As aforementioned above, in the 20 years since the dawn of democracy, one has seen 
some strides made in certain key sectors of the socio economic policies of sectors like 
education and health, yet at a local government level, the quality and efficient delivery 
of basic services to people such as water, infrastructure, sanitation, housing, roads 
and electricity, remains a huge challenge. In recent years the rise and escalation in 
the number of violent service delivery protests has been notable across the country, 
with people being frustrated at the slow pace of delivery and also at the corrupt 
practices that have become endemic in some municipalities as well as the entirety of 
government spheres. It is important to look at some of the challenges within local 
government in order to understand how they hamper service delivery. 
2.7.1 Leadership incapacity  
Nengwekhulu (2009:351) writes that the shortage of skills is not the only factor which 
is contributing to the non-delivery of services as well as the delivery of poor services. 
There is no doubt that the shortage of skills has had a negative effect on the capacity 
of the public service not only to deliver services, but also to deliver quality services. 
He further says that the lack of leadership incapacity in the municipalities is also 
caused by the fact that some Public service managers do not have political 
management skills which will enable them to understand the political environment 
within which policies, programmes and projects are not only developed but are also 
implemented. These varieties of skills are in short supply in the public service. This 
has resulted, in some instances, which the public services have not been delivered 
and in situations that they were delivered, the quality was poor. But the cumulative 
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negative impact of the shortage of skills in the public service cannot be directly 
quantified. Both the political leadership and officials have a role to play in making sure 
that sufficient service is delivered for community use in a more sustainable manner. 
One of the critical factors in successful institutions is the role played by the leaders 
and this is equally important in local government, which includes both political and 
administrative leadership. 
Van der Waldt and Venter (2007:70) argue that some of the numerous and deep-
seated problems with municipal management in South Africa, can be ascribed to be 
ineffective and inefficient human resource management. They include amongst 
others: 
 Stalemates between municipal councils and officials; 
 Rivalries between mayors and municipal managers; 
 Tensions between junior and senior municipal staff; 
 A loss of morale and an ethic of unsatisfactory service delivery among staff 
members; 
 Complicated procedures and red tape; and 
 The appointment of staff with inadequate qualifications, expertise and 
experience. 
The Green Report (2012) indicates that the Blue Drop performance of OR Tambo 
District Municipality, declined significantly mainly due to: 
 Performance records not being readily available for auditing purposes; 
 Officials not adhering to requests for additional information; 
 Monitoring programmes not being implemented to verify compliance with the 
National Standard Limits; 
 Monitoring of drinking water quality is a legislative requirement to ensure that 
the authority has information that will guide decision making with regards to 
safe-guarding public health; and 
 Without monitoring processes the OR Tambo District Municipality is not able to 
effectively manage the quality of tap water. A contract was submitted for 
scrutiny on institutional arrangements, but this was for Umgeni Water and the 
panel did not view actual work/operations done by this specific water board. 
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The work done by Amatola Water was not presented. The Department is 
confident that Umgeni and Amatola Water have the ability to assist the OR 
Tambo District Municipality to improve its Blue Drop performance and it is 
trusted that such arrangements will be seriously considered to the benefit of the 
communities served. Laboratory operations and management need be 
improved. 
The Green Report (2013) acknowledged the presence of officials in the water 
department of the municipality, but it is the level of incompetency within the already 
established structures of the municipality that seems to be a challenge facing the 
provision of water at the municipality. The Green Drop Report (2013) reported that “It 
is of grave concern that despite the presence of a high number of officials; the 
municipality continues to be in a critical state with a severe lack of evidence of 
compliance and good practice. A number of shortcomings are evident, which demands 
the need for urgent and appropriate interventions across all aspects of the wastewater 
services business. The plants are characterised by poor operations and maintenance. 
There is a distressing lack of maintenance schedules and log books, operational and 
compliance monitoring, incident management, bylaws and industrial effluent 
regulation and asset management”.  
Strategic overview of the water services sector in South Africa (2015:71) writes that 
lifecycle costing minimises scheme lifetime costs. Should an infrastructure-focused 
approach continue, this would lead to higher than necessary operations and 
maintenance costs, scheme non-functionality and an increase in the service backlog, 
which the leadership of the municipalities must be able to identify and address. Many 
wastewater treatment works operate above capacity, are in poor condition and 
deteriorating due to inadequately trained operators and a lack of maintenance. The 
incapacity of leadership at the municipality is showed through the lack of detecting 
areas of scarce skills and identifying personnel who have the requisite skills to perform 
the tasks at the water department. Growing water scarcity will mean that effluent 
discharge standards become more important. Funding will remain inadequate unless 
municipalities generate more own revenue through better financial management and 
proactive leadership. The lack of municipal capacity, especially technical, will reduce 
their capacity to provide sustainable services, thus leaving the municipality incapable 
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to deliver water as effectively and efficiently as required. Unreliable information, from 
the local authorities, which leads to bad planning, will continue unless the current 
fragmented monitoring problem is addressed by the leadership. These are some of 
the factors that are being experienced by the leadership of water service authorities, 
district municipalities and the water boards of South Africa.  
The last format of incapacity of leadership is the high level of corruption experienced 
in the delivering of water services to the communities. Seeing the magnitude of 
revenues being deployed when water Infrastructure related development happen, 
there is bound to be officials who will be involved in acts of corruption. Netshipale 
(2015: 17) argues that the supply of water and electricity for domestic or industrial use 
for consumers has to go through numerous bureaucratic channels before approval is 
given and in most cases, corrupt officials demand facilitation fees to hasten processes. 
In some cases, consumers abandon pursuit of these services in midstream, due to 
delays and other forms of bureaucratic insensitivities. 
IDASA(2010) argues that to curb this growing terminally fractured development which 
is killing local government, firstly, local municipalities need to improve sound financial 
management requirements as envisaged in the statutory framework such as 
entrenched on the constitution by appointing qualified and capable officials, including 
chief financial officers and internal auditors, with the right and appropriate skills. Most 
importantly, municipal officials must account for results, not only for budget spending 
and as more resources are transferred to local government, there is a need to 
strengthen the institutions that enforce accountability of public resources. To fight the 
scourge of maladministration, mismanagement of municipal finances, fraud and 
corruption, municipalities need to strengthen and review their existing internal control 
systems that detect the above-mentioned deficiencies. These include verifying the 
quality and appropriateness of internal audit and audit committees. Therefore, this 
requires effective monitoring by the officials in managerial positions and the elected 
political heads who give direction to the municipalities, (IDASA, 2010). 
2.7.2 Lack of water infrastructure 
The water infrastructure within the district municipality was designed almost a century 
ago. This then leads to a situation where the capacity of the current infrastructure is 
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not enough. This issue of old infrastructure leaves the district in a situation where an 
infrastructure that was planned to service a few households, must now be able to 
service a higher number of households that was not accounted for. . 
The majority of the water infrastructure in the district is operating above the design 
capacity whilst the bulk pipeline is either very old or highly invested with illegal 
collections which then make it difficult for water to be stored in the reservoirs prior to 
distribution. Even if it might rain accordingly, there will still be a greater challenge to 
ensure that both the water and waste water treatment plants are upgraded to meet 
with the consumer demand, let alone also replacing old pipes (Department of Water 
and Sanitation 2015). 
The following table shows how the infrastructure is contributing to the lack of water 
provision for the community of O R Tambo District. Water status is also highly affected 
by the deteriorating infrastructure, poor maintenance of infrastructure or water 
schemes (ORTDM, 2016/2017).  
According to the O R Tambo District Municipality (2011/12) table 2.6 indicates the 
Issues raised by communities in the local municipalities under the jurisdiction of the 
ORDTM. The issues relate to the mechanism used to deliver water in these 
municipalities. The communities have shared their dissatisfaction with the level of 
water provision that is received by the citizens, these issue range from leaking water 
pipes which can be contributed to the aging infrastructure to non-functioning water 
engines which can be a result of lack of the maintenance of the already available 
infrastructure.   
Table 2.6: Issues raised by communities according to Municipalities 
Name of Local 
Municipality  
Issues raised by communities  
King Sabatha 
Dalinyebo  
Local Municipality  
Qokolweni water supply (ward 26): this project is supposed to 
cover three wards but there is no progress on the project.  
Scarce water and incomplete Water Projects in five wards.  
Leaking water pipes.  
No clean water in some areas.  
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Name of Local 
Municipality  
Issues raised by communities  
Nyandeni Local 
Municipality  
Incomplete water projects.  
Unmaintained water schemes.  
Limited budget for water.  
9 wards need water.  
Mhlontlo Local 
Municipality  
9 wards are without water supply.  
Some water schemes are installed but they are not working.  
Illegal connections are increasingly becoming a problem.  
Limited budget to complete projects.  
Incomplete water projects and lack of proper  
Ingquza Hill Local 
Municipality  
No water in some wards.  
No water coming from the taps in some other wards.  
Some communities are in need of Jojo Tanks while some prefer 
Boreholes for water supply.  
Water schemes are incomplete and dysfunctional.  
Port St Johns Local 
Municipality  
8 wards are without water.  
Limited water taps in some wards.  
There is a need for emergency Jojo and water tanks in some 
areas.  
Non-functioning water engines.  
Blocked water taps.  
Water pipes and taps are being vandalised and stolen by 
community members.  
A proper main.  
The Green Report (2013) concurred with above mentioned facts, as it stipulated that 
“with the exception of the Mthatha WWTW which has a high risk rating, all WWTWs 
have been categorised as critical risk plants. The main reasons for the critical and high 
risk ratings are the lack of proper operations and maintenance and no effluent 
compliance information. Significant capital investment has been provided to the 
municipality for the upgrade and refurbishment of the collector and treatment system. 
The report further advises that the municipality is encouraged to prioritise the 
development and implementation of management systems to improve Green Drop 
compliance and to ensure regulatory compliance of the final effluent discharged to the 
environment. The results of operational and compliance monitoring should be 
interpreted timeously to guide operations to improve treatment performance. 
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There have been reported instances where communities have had no water because 
of infrastructural breakdown such as the scheme that services Phumlo Village, which 
had trouble due to a breakdown. The department at the time was investigating the 
possibility of the erection of the Zalu Dam which can be a solution for the OR Tambo 
DM needs. A feasibility study for the reticulation was being taken at the time to look at 
long term solution (GCIS, 21 August 2015). 
2.7.3 Water crisis 
The water crisis in the municipality dates back to as early as the 2000’s when the then 
Premier of the province, accompanied by the then mayor of the region, declared that 
the municipality could find itself lagging as much as 10 years behind the national target 
dates for water and sanitation. 
It was reported by the MacLennan (2006) that according to a 56-page report handed 
to the president, though there has been a significant improvement in service delivery 
over the past 12 months, 51% of households do not yet have water and 58% of them 
in rural areas do not have sanitation. The report said that the national target for 
universal water provision was 2008. Looking at the resource base at our disposal we 
can only eradicate [the] backlog by 2015. Yet the backlogs are still mounting and 
citizens are not water serviced.   
South Africa is a water stressed country with uneven spatial distribution and seasonal 
rainfall. Some of the country’s catchments are experiencing water stress. The uneven 
distribution of water resources, the rapid population growth and economic 
development are exacerbating the problem of adequate supply. Because major urban 
and industrial developments are located far from major water resources, water 
transfers have been put in place to augment the required supply (The Annual National 
State of Water Resources Report, 2012:25). 
The Water Project (2016) state that there are many reasons that attribute to this 
growing water crisis in South Africa. Climate change has affected water supplies within 
the region. Rains, that usually come and supply the country's water has come 
infrequently.  
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The eNCA (2017) reported that the city of Cape Town was experiencing water 
shortages which is something happening in most of the cities in South Africa, this  has 
led to the e city had adjusted its water consumption target downwards from 800 million 
litres to 700 million litres for collective water usage per day. Reducing consumption 
remained a key intervention during a time of severe drought as Cape Town was 
currently experiencing. The dam levels have dropped, despite the recent rains. Dam 
levels are now below 40 per cent and it was stated that the City of Cape Town has a 
little over 29 per cent in its dams. Due to this fact, the city of Cape Town is looking to 
impose water restrictions on communities. Another problem faced by cities, is the 
stealing of water through illegal connections. As reported by Groenewald (2009) Eight 
Eastern Cape villagers died this week after the drought forced them to drink polluted 
river water, sparking fears of a wider water quality crisis in the province. 
The affected village, Mpheko, lies in a drought-hit area including Umtata and the Wild 
Coast, where ground water has dried up. The deaths were the result of stomach 
infections caused by drinking water from the Mpheko River, which is unfit for human 
consumption. In Nqileni village in Transkei, an area under the District Municipality, 
there is no piped water for a 40km radius, and almost all the water consumed by 
villagers is drawn from springs. But almost half the springs have dried up and the 
remaining ones are not far from empty, said Dave Martin, from the NGO Bulungula 
Incubator. Martin lives in the village.  
The ORTDM (2015/2016) sited that the municipality has reported material losses to 
the amount of 12, 3 million which were incurred as a result of water losses. This puts 
the water services department at risk since is quite clear that there are no stringent 
measures put in place to halt the continuation and mismanagement of water by the 
municipality.  
GCIS (May 17, 2017) stated that the Department of Water and Sanitation in Eastern 
Cape is still concerned about the low water levels in certain dams around the province. 
The current low water levels can be largely attributed to the lack of rains caused by 
drought and climate change. The situation could get worse since we are fast 
approaching the winter season, which could mean fewer rains. In certain 
municipalities, water restrictions have been implemented as part of mitigating the 
drought and to prevent a disaster. According to a dam report released by the 
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Department of Water and Sanitation, the average Eastern Cape dam levels are at 62% 
compared to 72% at this time of the year in 2016. This is a sharp decline and it calls 
for all of us to be really careful about how we use water. 
When doing the comparison of the water supply of the Eastern Cape region, the Algoa 
Water Supply System is at 39.6% compared to 78.2% at this time of the year in 2016. 
These dams include: Impofu – 65.7%, Kouga – 23%, Loerie – 44.8% and Groendal – 
56.2% whilst the Amathole Water Supply System is at 70.5% compared to 88.5% at 
this time last year. The levels for the dams that form part of the Amathole Water Supply 
System are as follows: Laing – 98.7%, Rooikrantz – 99%, Gubu – 97.1%, Bridle drift - 
, Nahoon – 50.1% and Wriggleswade – 92.3%. 
Water users in the province are reminded that South Africa is regarded as a water 
scarce country. Therefore, it is important for everyone to play their role in saving this 
important resource. The Department of Water and Sanitation would like to urge 
everyone to adhere to water restrictions imposed by their respective municipality 
(GCIS, May, 17 2017). 
The Kempton Express (2017) reported “the Eastern Cape experienced rains in many 
areas last week, yet these have not had a significant influence on the Eastern Cape 
dam levels. The Department of Water and Sanitation has asked water users to 
continue saving water and adhere to water restrictions where applicable. Despite the 
recent rainfall in the province, the dam levels are still under pressure and the effects 
of drought continue in different municipalities. The newspaper further outlined that 
“drought poses a major threat to food and water security in the area. In the report 
released by the Department of Water and Sanitation last week, dam levels indicate 
that the total storage of water in Eastern Cape is at 56.1%. This is still below the 66.4% 
it was at last year”.  
Brisley (2015) said South Africa would avoid any slide into a water crisis provided there 
was a centrality role for water in planning & decision-making in all sectors. He states 
that this could be possible only provided that there is a jointly venture between all 
stakeholders and that intergovernmental institution must work together to achieve 
effective implementation of water conservation and water demand management 
measures. There needs to be focus on large-scale effluent re-use and improve curbing 
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of unlawful water use. Brisley also said it was important for the department to address 
the deteriorating levels of water quality. Co-operation at all levels of government; 
including the broader water sector players, can have a positive impact in this regard. 
2.7.4 Water pollution 
According to the long-awaited 2014 “Blue Drop report”, the quality of drinking water in 
South Africa is on the decline. The Blue Drop water score has dropped in eight 
provinces and the Eastern Cape has also experienced a drop. The Green Report 
(2013) has identified the OR Tambo District Municipality as one of the provincial lower 
performers. The ORDM and Ndlambe municipalities represent the highest risk 
municipalities in Eastern Cape: OR Tambo: 100% (all 8 plants) in critical risk positions, 
average CRR/CRRmax of 100% where the mentioned towns included Flagstaff, 
Lusikisiki, Mqanduli, Mthatha, Nqgeleni, Port St John, Qumbu, Tsolo. Water pollution 
in this area is rife as many issues play a role in the process of contaminating the 
already available resources of water bodies.  
The Water Project (2016) wrote that South Africa boast one of the most increasing 
clean water systems in the world, yet due to the lack of sanitation and access in the 
country's rural communities, the threat of water borne disease is steadily increasing. 
Some of the dams in South Africa are becoming increasingly contaminated with faecal 
material due to the lack of sanitation supplies. It is so bad that the local water agencies 
have issued statements that contact with the river may lead to serious infection. 
Wildlife is also being affected from the raw sewage run off. A court-ordered mandate 
was issued to remove 20 tons of dead fish from the river after a local NGO SAVE 
(Save the Vaal River Environment) took the Emfuleni municipality to court for leaking 
raw sewage into the river. They blamed the reason for dumping sewage in the river on 
old pipes. 
Osodie (2007:3) concurs that the world supply of freshwater is limited and threatened 
by pollution from various human activities. In South Africa the quality of surface water 
is of particular concern since 80% of the population relies on surface water as their 
main source. 
Reig (2009) reported that communities in the area have already started taking water 
from ‘marginal sources”, including streams polluted by human faeces in a nearby 
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forest. The Bubungula River, which falls under the area, has been tested and was in 
a bad condition. People have died in the villages from waterborne infections because 
of drinking water from rivers that cows, horses and people have contaminated with 
faeces.  
The table below stipulates the risk trend per plant in the OR Tambo District 
Municipality. 
Table 2.7: Risk trend per plant as %CRR/CRRmax 
 
It has been noted in the Green Report (2013) that OR Tambo failed to submit a 
progress report or any support evidence that would reflect on the status of the District 
Municipality wastewater treatment performance. The non-compliance aspects and 
risks facing the district municipality is significant, ranging from lack of operational flow 
monitoring to the lack of monitoring and/or uploading of effluent quality data on the 
green drop score. This places the environment and human health at risk in and around 
the ORTDM wastewater treatment facilities. Regrettably, the regulator notes that the 
District Municipality continues along a critical path marked by disappointing 
performance and disturbing behaviour, despite the WSA's notice of the poor Green 
Drop score received in 2013 (20.7%). The latest risk assessment continues along the 
trend of confirming that all plants are in critical risk. The DWS will be placing the 
ORTDM under regulatory surveillance, and the DM's management and political 
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leadership must take note of the grave concerns regarding the continued lack of 
performance by the municipality. 
Due to the scarcity of water, pollutants will need to be treated to ever higher standards 
before discharge; yet wastewater treatment works are generally in a poor condition, 
deteriorating and many are over their capacity. Acid mine drainage adds to the 
pollution problem, (Strategic Overview of the Water Sector in South Africa, 2015: 69). 
2.7.5 Poor implementation of water service laws 
Water restrictions are imposed in areas where there are water shortages and the 
decision is based on water levels in the dams and population size. The purpose of 
water restrictions is to encourage communities to conserve water thus ensuring 
consistent availability. Water restrictions were imposed mainly in the Free State. 
Irrigation from the Allemanskraal dam was restricted by 10%, meaning only 90% of 
the quota could be abstracted. Erfenis dam irrigation was restricted by 5%, meaning 
that irrigators could only abstract 95% of their quota. Some form of water restrictions 
were also applied in uThungulu district in the KwaZulu-Natal Province. (The Annual 
National State of Water Resources Report, 2012:25) 
The country is known as the best when it comes to policy making, this includes that of 
water and sanitation but it fails when it has to implement and uphold those who go 
against the same policies that are put forth. 
In order for water to be sustainable within the district, there must be measures to 
conserve and control the demand for water, whether surface or underground. The fact 
that water in rural areas is not metered is a clear indication of the lack of the water 
conservation and this demands Management. Once illegal connections are allowed 
on the bulk pipeline, this is usually done by consumers who want to redirect water to 
their homes or industries and this implies that water will not be in a position to reach 
the storage tanks and reservoirs from where they must be distributed to the 
consumers. Most of the areas in this district are in rural outskirts and the area supplied 
with water will be in rural areas where there are no controls over the usage of water 
despite the existence of the water service by-laws. This is a big bridge of the same by 
laws that govern the distribution of water to the communities.  
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As compared to its neighbouring district municipality, the OR Tambo fails to comply 
with the minimum regulations put into place by institutions such as the Green Report. 
It has to be noted that Alfred Nzo Municipality responded to the DWS’s requirement to 
complete and return their PAT in good time and provided most of the supportive 
documentation. This action is commendable and shows commitment by the WSA. 
Some minor corrections were made on the PAT pertaining to the effluent quality and 
technical skills among other influences. The results show that 3 of the 6 treatment 
plants are in critical risk, 1 in high risk and 2 in moderate risk. 3 of the 6 plants improved 
or maintained their 2013 risk position. The following gaps were observed which 
contributed to the critical risk dispositions: GDIP for all plants that are not in place, only 
those for Mount Frere and Matatiele have been viewed; effluent standards, against 
which compliance was measured, are not stipulated; a signed Declaration and signed 
W2RAP have not been viewed. The lack of effluent quality monitoring and flow data, 
contribute to the higher risk CRRs reported, and should be implemented as a priority 
action. The Action Plan with time urgency legends are well structured and 
implementation thereof will improve the District Municipalities’ performance. The 
municipality is commended for the work done at Matatiele, which should translate to 
an improved risk score during the 2015 Green Drop assessment (Green Report, 
2014). 
Proper policy implementation is the cornerstone in how municipalities can operate 
better in South Africa. It is understood that proper and effective polices are put In place 
to guide the implementation and thus the delivery of services, but what is lacking is 
then the proper following and adhering to the already put polices. The Back to Basics 
programme was announced in 2014, which brought about the challenges which were 
faced by local government and how those can be tackled and solved. A recent review 
of all municipalities revealed that 31% of the municipalities were dysfunctional, with 
endemic corruption, dysfunctional councils, no structured community engagement and 
poor financial management, leading to poor service delivery. Whilst not ignoring the 
other municipalities, this programme’s first priority is to get these municipalities out of 
a dysfunctional state and able to perform their basic functions. This will be done 
through enforcing policies and legislation, which, at this current moment, is lacking in 
the local government, also managing performance and accountability, and 
enforcement. Minimum performance requirements include proper council functioning 
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and the provision of basic services. The basic building blocks are good governance, 
coupled by the adherence to policies put in place, public participation, financial 
management, infrastructure provision and maintenance, and adequate institution 
capacity. (Strategic Overview of the Water Sector in South Africa 2015: 49). 
In summary of the challenges mentioned above, a list of pertinent factors to ensure a 
sustainable supply of water into the future and a number of challenges, must be met. 
Some of these challenges include the fact that there is no surplus water available and 
the water that is available is unevenly distributed. Most of towns like the City of Cape 
Town already have inadequate water and climate change will worsen this. Water 
consumption is too high and there is poor water use efficiency and little water 
conservation and this demands management implementation. The remaining 
backlogs are generally in remote, difficult to service areas like some of the 
municipalities which OR Tambo District caters for, with have high associated costs. 
Many municipalities are just not able to run a successful water services business. Their 
water tariffs are often not cost effective and the service runs at a loss. The current 
funding levels are inadequate to meet the sector’s financial requirements. Under-
expenditure, especially those of grants, it worsens the situation. Municipalities lack 
skills and capacity, especially technical skills to be able to plan and implement the 
budget that they receive from the national government. High staff turnover is 
problematic. A 2011 study found that although 72% of posts were filled, only 51% were 
budgeted for; furthermore, half of the technical managers were under-qualified. 
Research has found that civil engineering capacity, (expressed as civil engineering 
professionals per 100 000 people), in local government is too low to deliver, operate 
and maintain local government infrastructure in a sustainable manner; (pre 1994 South 
Africa had 20 engineers per 100 000 people). This has now dropped to 3 per 100 000 
which is alarming taking into consideration the level of need of such profession to deal 
with the current backlogs of water services to the communities. An infrastructure 
focused approach, where lifecycle costing is not done during planning and design of 
schemes, leads to high operation & maintenance costs. This contributes to the lack of 
infrastructure asset management and the collapse of schemes, the so-called 
functionality problem, which effectively increases the service backlog. Inappropriate, 
unsustainable higher levels of service are often provided for short-term political gain. 
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This leads to the leakage of basic services funding to higher levels of service. Growth 
in the number of households and the influx of illegal immigrants to informal 
settlements, adds to the service backlog. Delegated responsibilities for water services 
to a number of bodies such as the Department of Water and Sanitation, Department 
of Cooperative Governance, Department of Human Settlements and Water Service 
Authorities, has led to a fragmented approach to service delivery. Effective monitoring 
of backlogs and delivery is problematic. The municipal infrastructure grant 
Management Information System (run by the Department of Cooperative 
Governance), is not able to provide the required information. Estimates have thus 
been based on Stats SA information and grant allocations. Increasing the basic level 
of service of a water supply to “in yard” which is being promoted in the less developed 
municipalities, will increase the backlog and funding needs and thus the strain already 
felt in the water business, (Strategic overview of the water services sector in South 
Africa 2015:70). 
Abdullar & Rakhmatullaev in Netshipale (2017: 20) writes that South Africa is one of 
the slower countries in the implementation process and struggles over the 
redistribution of water resources. The key challenges which are addressed in the 
monitoring of water quality for rural communities in African countries, include 
contemporary times frame, with different political, social and economic settings, water 
pricing and charging and free-water supply. The proposed framework may be 
extended to design compact and highly efficient sensor systems in the villages and 
important areas of national economic growth. This is clearly not working as we 
experience a lot of backlogs in the implementation of water developments in most 
parts of South Africa, especially in rural communities.  
2.8 THE ROLE OF MUNICIPAL OFFICIALS IN SERVICE DELIVERY 
PROVISION 
SALGA (2006: 51) states that the municipal manager is responsible for the provision 
of services to the local community in a sustainable and equitable manner. He or she 
must develop and maintain a system to assess the satisfaction of the community with 
the municipal services as stipulated in section 55(1) (d). The Structures Act states that 
the executive committee or executive mayor must oversee the sustainable provision 
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of services (sections 44(3) (e) and 56(3) (e) and thus oversee the work done by the 
municipal manager as he or she is employed by the council of the municipality.  
The local government sphere emphasises the need to address basic service delivery. 
In terms of the Local Government: Municipal Systems Act, 32 of 2000, municipal 
councils are required to appoint section 57 managers, especially municipal managers. 
The main functions of these managers include the organisation of municipal 
administration as well as the performance appraisal systems to ensure that the 
municipality is running smoothly and that service delivery is attended to.  
Phego (2012:61) further argues that since municipal councils include both the 
legislative and executive authorities within municipalities, it is vital to bear in mind that 
the political environment, which involves both PR and Ward councillors, influences 
municipal activities directly such as the appointment of managers which can have an 
immense contribution to the service provision in that particular area. 
IDASA (2010) argues that the fundamental goal of democracy is citizen satisfaction 
and that the effectiveness of local governance should be judged by the capacity of 
local government structures to provide an integrated development approach to social 
and economic development issues, in order to supply essential services congruent 
with the needs and desires of the local communities. Municipalities through the use of 
officials can achieve this by identifying and prioritizing local needs, determining 
adequate levels of service and allocating necessary resources to the public. Thus 
improving and encouraging the culture of public participation that will promote inclusive 
participation and actively incorporate public inputs on vital governance issues that 
remains vital in this democratic era. Municipalities should engage and consult civil 
society more frequently in policy formulation and implementation and incorporate them 
in governance structures. In fact, the process to ensure community participation is a 
core principle of legislation. There is a wide consensus that ‘local democracy entails 
participatory and inclusive decision-making processes in which the beneficiaries have 
a substantial say in determining local government developmental agendas, which at 
this point in time, is not happening. To achieve this, it is essential that community 
awareness of rights and obligations should be enhanced so that citizens can play an 
instrumental role in municipal affairs and in the implementation of MDG-related 
activities in their localities. For local government to live up to its potential, it depends 
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not only on the availability of skilled personnel and financial resources but also on the 
role played by communities in the structures (IDASA, 2010). 
2.9 APPROACHES AND MECHANISMS FOR PROVISION OF SERVICES 
Section 76 (a) of the Municipal Systems Act 32 of 2000 stipulates that a municipality 
may provide a municipal service in its area or part of its area through an internal 
mechanism, which may be: 
 A department or other administrative unit within its administration; 
 Any business unit devised by the municipality, provided it operates within the 
municipality’s administration and under the control of the council in accordance 
with operational and performance criteria determined by the Council; or 
 Any other component of its administration 
These are some of the mechanism pointed out by the Municipal Systems Act which 
can be used to effectively deliver services to the communities, but as this is provided 
by the Municipal Systems Act, the White Paper on Local Government (1998) presents 
different approaches to the provision of services and it clearly states the delivery 
mechanisms which municipalities can consider in ensuring delivery of services. 
Among these mechanics, municipalities can alternate among the following 
mechanisms that are mentioned below:  
2.9.1 Building on existing capacity 
The current systems, which are being used by most of the municipalities, are systems 
which are inherited from the previous eras and they have been used by previous 
administration. All municipalities are expected to embark on evaluation of the skills, 
capacity and the potential of the existing municipal administration. This exercise 
involves a comparative study of existing skills and capacity of the administration 
against the required skills. This approach to service delivery will reveal areas of 
strength as well as areas of concern within the capacity of the municipality concerned. 
It is where the revelation of the true state of a municipality’s capacity to deliver 
expected services is shown, and this helps administrative structures of the municipality 
to effectively allocate resources to relevant implementing sectors of organs of the 
municipality in point, in a more equitable, and efficient way. It will also help the 
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municipal manager to identify which members of staff may need initial or further 
training in which areas so that such members of staff can implement plans equally 
effectively and efficiently as alluded to by the (White Paper on Local Government, 
1998).  
It is for this case that integrated capacity is needed to co-ordinate and integrates inputs 
from inside and outside the administration in order to ensure that the desired outcomes 
are achieved, and community orientation is obtained to provide a user-friendly, 
relevant and equitable service to the citizens (Mfene, 2009:213). 
Municipal officials and members of the community must be the driving forces behind 
the establishment of new structures which are derived from existing plans in place. 
Councillors also need to play a huge role on this as they are a bridging gap between 
the two mentioned structures. As provided by the White Paper on Local Government, 
1998, councillors are central to service delivery and it is thus arguable that they need 
to take strides for their inclusion in the process of capacity building for municipalities. 
2.9.2 Corporatisation 
In some cases, a municipality can improve the delivery of a service by corporatizing it, 
in other words, by creating a municipal company that will provide the service. The 
company will function independently while under the overall control of the council, and 
such companies are free to experiment with new techniques and technology while 
providing services at lower costs (ETU, 2007). 
Corporatisation as defined by the White Paper on Local Government (1998) is the 
separation of service delivery units from the council. These service units which are 
corporatized may be ring-fenced or have their budgets separated from the rest of the 
municipal budget, this means that they will be managed as operationally autonomous 
units. This process allows the municipal council to set out policy and service standards 
and to hold the unit to account against those standards which are set forth.  
According to Mfene (2009:217), alternative service delivery focuses attention on 
innovative delivery solutions at the customer’s end. Furthermore, alternative service 
delivery is developmental since it involves the nurturing and support of creative 
solutions by those directly responsible for customer service innovation, transforming 
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the role of top management into supporters and the advocates for service delivery 
achievement rather than micro-managing or monitors. 
2.9.3 Contracting out 
It is known practice for municipalities to contract with private companies to provide 
services. These companies may, on different occasions, provide economies of scale 
and specialist expertise and experience more efficiently than in-house capacity which 
the municipality may have on its disposal. Contracting out can range from the 
contracting of specific aspects of a particular service, to the introduction of competitive 
tendering for the delivery of most aspects of a service. Where services are contracted 
out, municipalities should protect standards and promote quality through tender 
evaluation processes, contract specifications, and contract monitoring as well as 
compliance techniques and this is provided by the guidelines stipulated for the 
municipalities (White Paper on Local Government, 1998). This procedure is widely 
seen as wastage of money because municipalities tend to contract out even 
unnecessary things which can be easily managed by the capacity of staff. 
2.9.4 Partnerships with NGO’S  
Non-governmental organisations form part of the civil society of the community and 
they strive to serve on the basis of community needs. They both fight and cater for 
most of what the communities seek to have, which at some instances, the local 
government can ignore. NGO’s provide direction through their social or economic 
processes and that is why municipalities need to work hand-in-hand with these in order 
to identify gaps with service delivery provision and thus lay a helping hand to the 
municipalities if need be.  
Partnerships with non-governmental organizations can be effective ways of gaining 
access to external expertise and experience. They can also stimulate local economic 
development. Non-governmental organizations often have particular skills relating to 
facilitating development initiatives, developing small, medium and micro-sized 
enterprises, and capacity building. The fact that community-based organizations and 
non-governmental organizations often have close linkages with community groups 
and can act as effective intermediaries in development initiatives, can be counted as 
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an advantage which can fast track the service delivery (White Paper on Local 
Government, 1998). 
2.9.5 Public Private Partnership  
The term ‘PPP’ refers to a contract between the public sector (institution) and the 
private sector (private party), where the private party performs an institutional function 
and/or uses property in accordance with output specifications and where there is a 
substantial transfer of financial, technical and operational risk to the private party. The 
private party benefits through unitary payments by institutions and/or user fees, but 
the institution retains a major role as main purchaser of the services or as main enabler 
of the project (Risk management in public-private partnerships, 2012:7). 
When the municipality uses public-private partnerships, it can therefore provide a way 
for the use of leases and tendering which are most common for services where large-
scale capital investment is required. These can differ and are dependent on the scale 
of the service but they offer an alternative in distributing service delivery to the 
community effectively. When taking this option, municipalities need to consider the 
choice they take since leases differ according to specifications provided by the 
relationship between the two, public and private entities.  
Municipalities’ decisions to enter into partnerships with the private sector, needed to 
be guided by clear criteria such as coverage, cost and affordability, quality and socio-
economic objectives including local economic development. More and more 
municipalities around South Africa are integrating into public-private partnerships. 
Such partnerships ensure that economic benefits for both parties occur. Public-private 
partnerships are the most logical step as these partnerships complement each other 
as eluded by (Shongwe, 2003:45).  
Yet other issues in the partnerships cause economic losses for both parties and the 
communities at large. For example, the partnership in the public transport sector in 
South Africa is not yet sufficient to improve the general welfare of communities. More 
often municipalities undermine the prospects of supporting the growing 
competitiveness of local emerging enterprises by allowing sub-standard delivery, 
being too flexible with time frames and not being rigorous enough with pricing systems. 
82 
According to Kwan (1999:05), the roles and responsibilities of the private and public 
sector partners may differ on individual servicing initiatives, although the overall roles 
and responsibilities of government do not change. Phago & Malan (2004:485) maintain 
that even if the roles and responsibilities of the private and public sector differ, the 
reasons for these public-private partnerships should be based on to  
 to confront environmental issues within the borders on the municipality; 
 to improve the social well-being of the disadvantaged communities, who should 
substantially benefit from the project; 
 to provide maximum employment disadvantaged communities, who 
opportunities to the formerly should substantially benefit from the 
disadvantaged families; project; 
 the reduction of travelling expenses, including money and fuel to mainly 
industrialised areas form community members by bringing business activities 
and job opportunities closer to the people; and  
 To provide poverty alleviation measures and to contribute to the promotion of 
the Black Economic Empowerment (BEE). 
Public private partnership is one of a number of ways of delivering public infrastructure 
and related services. It is not a substitute for strong and effective governance and 
decision making by government. In all cases, government remains responsible and 
accountable for delivering services and projects in a manner that protects and furthers 
the public interest. 
Participation of the private sector in municipal services is based on the belief that the 
formal private sector has an inherent financial, economic and management capacity 
and is better placed to deliver services as stipulated by Plummer (2002:23). 
As reported by Reig (2012), Private-Public Partnerships Reduce the Water Risk in 
South Africa. As part of the effort to address this growing water crisis, representatives 
from the private and public sector converged this May at the Water Institute of 
Southern Africa (WISA) 2012 conference. Representatives said that water risks are 
inherently shared by governments, communities, and companies. Therefore, 
mitigating those risks requires collective action. For example, investing solely in water-
efficiency improvements within a company’s fence line will only reduce overall water 
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stress if this action is coupled with policies to ensure that the water saved is not 
reallocated to inefficient users. It was agreed that to ultimately reduce water-related 
risks, private sector actors must improve water efficiency and engage in water policy 
and stewardship through partnerships with government and civil society groups It was 
cited at the conference that the critical roadblock to reducing South Africa’s water risk, 
is low participation from the private sector in the discussion around corporate water 
stewardship and collective action. More companies need to engage in this discussion 
and they need to start taking action to reduce water-related risks. 
2.9.6 Privatisation  
Privatisation of municipal services is something seen as not progressive in South 
Africa as it is suggested that it takes us aback from the period of apartheid. It cannot 
be that government assets need to be owned by private companies for them to be 
effectively used.  
Post (2001: 20) writes that privatisations of public services simply means an 
arrangement between the public and private sector in which government retains some 
sort of control, saving on costs and reducing political interference and red tape which 
usually comes with bureaucratic institutions. 
Privatisation can be loosely described as the sale of municipal assets as well as the 
responsibility for managing the complete delivery of the service to a private company. 
This can be described in format as the transfer of ownership from the municipality to 
a private company. This transfer of ownership is exclusive of other major services 
offered by the municipality such as water services, electricity and solid waste collection 
and disposal which are the core services that the municipality needs to cater to its 
constituents. This transfer of ownership may be somehow advantageous for the 
municipality as it removes the financial burden of municipalities having to maintain the 
amnesties they provide (White Paper on Local Government, 1998). 
2.9.7 Citizen participation 
The White Paper on Local Government (1998) emphasizes that public participation 
should enhance rather than impede the delivery process; it is with this that 
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municipalities ought to include citizens in their scheduling of water provision in at the 
municipality.  
It is important to include citizens in the processes of government especially in decision 
making about the services to be rendered because of the following reasons as 
stipulated by Callahan and Kloby (2009:157);  
 Finding out what the public wants, effectively determining their priorities and 
preferences, as these values might have a positive impact on the political/policy 
decision-making process; 
 Improving the quality of decision-making by including local knowledge and 
experience which might lead to better outcomes; and 
 Promoting openness and accountability which effectively encourages fairness 
and justice. 
Draai and Taylor (2009:112) write that public participation is an essential component 
for enhanced and effective accountable governance; they further argue that “local 
government is an important sphere of government to facilitate sustained accountability 
and confidence in governance by engaging with the citizenry in a participatory manner 
to affect improved service delivery”. 
The National Policy Framework for Public Participation, (2007, 45) states that 
municipalities have responsibilities towards community participation which are:  
 To contribute to the building of capacity of the local community to enable it to 
participate in the affairs of the municipality.  
 To contribute to building the capacity of the local councillors and staff to foster 
community participation.  
 To establish mechanisms, processes and procedures to receive, process and 
consider petitions and complaints lodged by the community.  
 To establish processes and procedures to notify the community about municipal 
issues and how they must submit their comments.  
 To establish processes and procedures for public meetings and hearings by the 
municipal council. 
 To establish processes and procedures for report-back to the community. 
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This will also come with the responsibility from the communities to respect the 
mechanism brought by the municipalities. Communities need to participate in these 
settings and must voice opinions and value so that the municipalities can be able to 
develop the water provision. Communities must be able to follow the framework set 
out in the National Policy Framework for Public Participation, (2007, 45) to be able to 
participate in water services provision. 
 
Figure 2.8: Municipality Consultation Process: National Policy Framework for 
Public Participation (2007:47) 
2.10 CONCLUSION 
It is apparent that service delivery is the main function of every municipality. This 
chapter presented subjects related to the research study undertaken. Topics covered 
in this chapter are on local government, constitutional framework of water provision at 
local government as a sphere of government and provision of services by local 
government, an overview of public services, principles and challenges of water service 
delivery, the role played by both the officials and lastly the mechanism for effective 
service delivery.  
Local government is faced with numerous challenges in effectively delivering services 
to the community. Yet the recent unrest at the local sphere of government, and the 
dissatisfaction expressed by local communities’ thorough protests questions to the 
ability of local government in South Africa to effectively and efficiently provide for these 
essential services to the communities. If this lack of local government to fulfil its 
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mandate, which are within the constitutional and legislative framework, does not 
receive serious attention quickly, these community protests would elevate and would 
have effects to the long-term stability of the South African political arena, 
infrastructure, economy and the standard of living of the citizens. It can be argued that 
the ‘Batho Pele’ principles are an important instrument for transforming service 
delivery in South Africa and they also important in transforming an inefficient 
government, which mainly focus on the rules of how to govern and do things to a 
culture of customer care and efficient service delivery. 
This chapter ascertain the factors that affect service delivery in the local government 
and it is quite apparent that a large number of municipalities, despite the organisational 
challenges that they have to deal with, are faced with financial and infrastructural 
problems, as well as inadequate expertise and management capacity which leads to 
the service delivery backlogs currently experienced by most of the municipalities. It is 
then the duty of municipalities to constantly review and restructure their institutions in 
search for more effective ways of achieving goals and meeting the service delivery 
needs of the communities they serve. In every process that the municipality intend to 
take, it needs to make sure that community and public participation is one of the core 
priorities of the municipality in order to communicate the needs of the communities 
and the accountability of the processes that are taking places or need to take place.  
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CHAPTER THREE: RESEARCH DESIGN AND METHODOLOGY 
3.1 INTRODUCTION  
The OR Tambo District Municipality is one of the six District Municipalities in the 
Eastern Cape and has several local municipalities, which are:  
 Ingquza Hill Local Municipality 
 King Sabata Dalindyebo Local Municipality 
 Mhlontlo Local Municipality 
 Nyandeni Local Municipality 
 Port St. Johns Local Municipality 
The OR Tambo district is predominantly rural, with most of the population concentrated 
in the west, around Mthatha, the main town and administrative centre. Homesteads 
are dispersed along ridges and in the valleys on flat land. Migration has contributed to 
the growth of Mthatha and the main service centres of Lusikisiki and Port St. Johns. 
The largest economic provider and employer in this municipality, is the government 
and the provision of community services. Trade, finance and agriculture also make 
significant contributions. Transport, mining and construction have been showing some 
growth, while manufacturing is stagnating. Only the agriculture and forestry sector has 
shown a sustained growth in employment. More people are finding employment in the 
informal sector (ORTDM, 2015/2016). 
Municipalities can be categorised in many ways depending on the task that they need 
to carry out. As stipulated in section 155(1) of the 1996 Constitution and also the 
Municipal Structures Act, 1998, three categories of municipalities are identified. They 
are: 
 Category A: A category A municipality refers to a municipality that has exclusive 
and legislative authority in its designated area. There is only one municipal 
council in such a municipal area. 
 Category B: A category B municipality refers to local municipalities that share 
municipal executive and legislative authority in its area with a Category C 
municipality within whose area it falls. 
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 Category C: A category C municipality refers to municipalities that have 
municipal legislative and executive authority in an area, but has more than one 
municipality, i.e. a district municipality. 
This chapter will focus on the methodology used in undertaking this study. According 
to Leedy (1997:9) methodology is the core concept underlying all research processes. 
It is not enough to follow the research procedures without an intimate understanding 
that research methodology directs the whole endeavour where critical decisions are 
made and where organising, planning, and directing the whole project take place. 
The chapter will begin by describing the research design and methodology employed 
for collecting data in this study. It will then discuss the data collection methods or 
techniques that are going to be used. Validity and reliability will also be broadly 
explained. Following this, the use of sampling and the ethical principles and 
considerations guiding this study, will be considered. The limitations that the 
researcher experienced while conducting the research will subsequently be 
discussed. The chapter will end with an overview of how the collected data was 
analysed. 
The empirical findings of the investigation into the challenges facing water provision in 
OR Tambo District Municipality will be analysed and reported in the following chapter. 
The findings will be analysed using the responses received from the respondents, 
which include various municipal officials of the OR Tambo District Municipality.   
3.2 RESEARCH DESIGN  
This process is concerned with creating a blueprint of the activities to take in order to 
satisfactorily answer the research questions identified in the exploration phase. This 
includes selecting a research method, operationalizing constructs of interest, and 
devising an appropriate sampling strategy (Bhattacherjee, 2012:21). 
Babbie and Mouton (2001:281) argues that interpretivists commonly use action 
research, case studies and ethnography. The case study research studies the 
institution with its best practice, policy implementation and evaluation, human resource 
practices, management and organizational issues as well as re-engineering.  
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A research design is a plan that indicates how the researcher intends to investigate 
the research problem. According Babbie and Mouton (2001:74), a research design is 
a plan or a blueprint of how one intends conducting the research. Unlike Research 
methodology, research design focuses on the logic of research. 
Mouton (2001:55) suggests that once there is a good idea of the research problem, 
the next step is to select an appropriate research design. The research design should 
be selected based on the kind of study conducted, one that answers the question 
formulated and based on the kind of results aimed to be achieved by the study. In that 
case, the point of departure for the research design is the research problem. 
Maxwell (2004: 126) argues that there are five essential components of qualitative 
research resign, as depicted by the figure below: 
 
Figure 3.1: The Five Essential Components: Qualitative Research Design, 
Maxwell (2004:126) 
Research questions speak on the known fact about the phenomenon under 
consideration and the questions that the research attempt to answer as well as how 
they are related to one another. Methods are more about the types of methods that 
will be sufficient for the research in order for it to come to a qualitative conclusion about 
90 
the research at hand. These include methods such as sampling which will be used to 
collect and analyse the data. The last one which speaks to validity is the most 
important one when caring a quantitative research, but it is more or less the same 
when it comes to qualitative as well. This gives emphasis on the surety of the data you 
collected to address the research questions, yield correct arguments along with the 
defensible answers to these questions. It also looks at whether the derived findings 
will apply to the larger population or process of interest. 
The focus of investigation in this study is the practice of the water service factors and 
challenges encountered by the OR Tambo District Municipality water officials in the 
provision of water to the nearby communities.  
3.3 RESEARCH METHODOLOGY  
According to Babbie and Mouton (2001:48), research methodological models and 
methodological approaches are used interchangeably. Three broad methodological 
models have dominated the scene in recent social research and these include what 
are known as quantitative, qualitative and participatory action research models. Each 
of these approaches has been linked to one of the metatheoretical traditions namely; 
positivism, phenomenology and critical theory. The quantitative approach has been 
linked to positivism, the qualitative approach to phenomenology or interpretivism, and 
participatory action research to the critical paradigm in metatheory. 
Leedy (1997: 9) writes that methodology controls the study and it dictates the data 
collection method and arranges them in logical relationships which are going to be 
best suited to conduct the study and lastly, it sets up a means of refining the new data 
which is being produced by the researcher. He further states that the methodology 
arranges an approach so that the meanings that lie below the surface of that data 
become evident, and finally issues a series of conclusions that lead to an expansion 
of knowledge. Schwandt (2015: 201) concurs with Leedy and writes that methodology 
is a theory of how inquiry should proceed. It involves an analysis of assumptions, 
principles and procedures in a particular approach to inquiry. The chosen methodology 
gives signage to the methods that the researcher will use to conduct the study and it 
is therefore important that the researcher identifies the basis of the study so that the 
methodology that has been identified, gives life to the methods chosen so that the 
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study can be well researched. The researcher used narrative and Interpretive 
Interactionism as the basis of the research, which Schwandt (2015: 201) states that 
they involve active and narrative interviews as the methods of generating data while it 
also serves the dialogic process of communication as an object of this methodology.  
The qualitative research method was used in this study. Berg (2004:7) writes that a 
qualitative researcher is interested in how humans arrange themselves and their 
settings and how inhabitants of these settings make sense of their surroundings 
through symbols, social structure and social roles. One can also argue that qualitative 
research involves investigating characteristics or qualities that cannot be reduced 
easily to numerical values. Both quantitative and qualitative approaches involve similar 
processes, including the review of literature, and the collection and analysis of data 
while in contrast quantitative research involves looking at amounts and quantities of 
one or more variables of interest by using commonly accepted measures, such as 
numerical measuring scales and questionnaires (Leedy and Ormrod, 2010:94). 
A distinction between the quantitative and qualitative methods needs to be done to be 
able to draw the attention of the researcher on the best method to be used for the 
carried study. As aforementioned, the study was carried out using the qualitative 
method. 
In simplified terms, quantitative methods as the names suggest, refers to a group of 
methods in which the main focus is on quantities. Using quantitative methods, the main 
data will be numbers and these are normally analysed with statistical measures. In 
order to have confidence in the results in this type of method used, the chosen sample 
and other statistical measures must be well thought out and discussed critically. In 
contrast to what has been discussed, qualitative research starts from the stance that 
people understand and relate to things cognitively. These methods relate to people in 
ways that allow them to express their beliefs, assumptions, desires and understanding. 
This is the reason why the researcher has chosen an unstructured interview, in order 
to be able to solicit such information from the respondents (Horn, 2012:103). A 
qualitative method, which was be used by the researcher, seeks to provide contexts, 
like one on one interviewing and for this particular case it allows a participant to 
express such things. With all the processes of collecting data done, the analysis of 
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qualitative data becomes a daunting task, which seeks to place the beliefs and 
assumptions collected, in a wider social context.  
There is a distinction between the qualitative and quantitative research design as 
depicted by the table below: 
Table 3.1: Quantitative versus qualitative research: Key points in the classic 
debate, Neill (2007) 
 
Research methodology focuses on research processes and the kinds of tools and 
procedures to be used. The research process is influenced by how a research is 
conducted. The point of departure for the research methodology is the research 
design. The research methodology focuses on the individual steps in the research 
process and the most objective procedures to be employed (Mouton, 2001: 56). The 
research process then consists of systematic, methodological and accurate execution 
of the research design.  
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The research methodology for this study is descriptive and it is sourced from already 
available literature such as journals, books, websites, media, scholarly documents or 
articles and research which has been carried before. Because, this study is an 
empirical study, which is a collection and analysis of primary, data based on 
interviews, experiences in the field was conducted. A number of criteria to deal with 
the research problem were being identified from the available literature, interviews 
were conducted from which conclusions were drawn and recommendations were 
made in order to better the issue being studied. 
3.3.1 Unit of Analysis  
 
Figure 3.1: A map of OR Tambo District Municipality, Local Government 
Handbook, 2016 
The O.R. Tambo District Municipality is one of the six District Municipalities in the 
Eastern Cape Province which covers an Area of 12 096km² and with a population of 
1 457 384 as of the year 2016 (ORTDM, 2015/2016). It is located in the eastern half 
of the province, with its eastern border to the Indian Ocean coastline of South Africa. 
To the north, it is bordered by the Alfred Nzo District Municipality, to the northwest, by 
the Joe Gqabi District Municipality, to the west, by the Chris Hani District Municipality, 
and to the southwest, by the Amathole District Municipality (ORTDM, 2015\2016). 
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The municipality is formed by five local municipalities: King Sabata Dalindyebo, 
Nyandeni, Mhlontlo, Port St Johns and Ingquza Hill local municipalities. It covers about 
80% of what used to be marginalised homeland in the Transkei, and is one of the four 
Integrated Sustainable Rural Development Programme (ISRDP) nodes in the 
province. Cities/Towns in the area include among others Flagstaff, Libode, Lusikisiki, 
Mqanduli, Mthatha (previously Umtata), Ngqeleni, Port St Johns, Qumbu, Tsolo and 
some of the main economic sectors include among others: Community services (55%), 
trade (18.5%), finance (16.9%), agriculture (3.5%), transport (3.1%), manufacturing 
(2.8%), construction, 2.7% (Local Government Handbook, 2016). 
3.3.2 Sample population  
Brynard & Hanekom (1997:43) writes that population refers to subjects, objects, 
phenomena, cases and activities which the researcher would like to study in order to 
gain some new insights. Babbie & Mouton (2001:100) on the other hand define 
population as the group of participant’s that are formed, from whom conclusions are 
to be drawn. Welman, Kruger and Mitchell (2005:46) further concurs with Brynard & 
Hanekom that population is the study of objects which may be individuals, groups, 
organizations, human products and events or conditions to which they are exposed. 
The size of the population usually determines the practicality of whether to include all 
members of the population or not. Issues like time and costs determine if it is possible 
for the researcher to involve all members of the population in a research project. This 
situation often leads the researcher to select a sample from which to obtain data. 
The sampling of respondents took format in a stratified random sampling, which is 
easy to understand and provides a reasonable representation of a population (Horn, 
2012: 105). This random sampling ensures an accurate representation of the 
population and any subgroups within that population.  
The need to use the sampling method is derived from the following: 
 The increasing costs of conducting a census of large populations, which in this 
case involves the employees of the municipality. 
 The restrictions on the amount of time available to conduct the research, 
interviews in this case can be a tedious activity therefore limiting times also calls 
for limited research done. 
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 Inaccessibility of some sampling frame, one of the group that needs to be 
interviewed in the study includes water superintendents who sometimes have 
busy schedules, thus becoming difficult to access them (Horn, 2012:105). 
The research population was purposely selected for this study and for the purposes of 
this study; senior officials from the water department and officials from water treatment 
plants were selected. These respondents were targeted based on their knowledge and 
first-hand experience of the problem under investigation, which is the provision of 
water in the area mentioned. The reasoning behind the selection was that senior 
officials in the water department are the ones who plan and budget for water provision 
in the area, while the officials working in the water schemes are the ones who have 
first-hand experience on the issues affecting the slow provision of water to the 
communities. There were fifteen respondents that were interviewed. Data collected 
form all the respondents is analysed and interpreted in the next chapter. 
3.3.3 Data collection  
According to Mouton (2001:107) data collection methods refer to the way in which data 
has been collected or the way a researcher is going to collect data. Brynard & 
Hanekom (1997:28) mentions four most commonly used techniques as a means of 
data collection, these are: questionnaires, relevant literature and interviews. In this 
study, data was collected through the use of semi structured interviews. Both primary 
and secondary data was used in the study. An empirical study was conducted to obtain 
the primary data from municipal water sector officials.  
Interviews were held with municipal officials working in the OR Tambo District 
Municipality and water schemes operating in the area. Qualitative interviews were  
used in this research. Fox and Bayat (2007:73) write that a qualitative interview is a 
research method that is considered as a way of learning about people’s thoughts, 
feelings and experiences. The study carried 15 interviews which span over to 
municipal officials working in the water schemes and the water service department in 
the OR Tambo District Municipality. This includes the director, senior managers, water 
superintendent, water technician, water plant operators and engineers.   
Interviews take many formats in qualitative research and people need to choose the 
best format which is going to suit the study while answering the research questions 
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that are raised in the study. Maree (2016: 93) writes that in qualitative research, there 
is a difference between the three types interviews which are, open ended, semi 
structured and structured interviews. The explanation of all these types is provided as 
follows: An open ended or unstructured interview often takes the form of a 
conversation with the intention that the researcher explores with the participant, her or 
his views, ideas, beliefs and attitude about certain events or phenomena. A daring 
aspect about open ended interviews is that they normally spread over a period of time 
and consist of a series of interviews. This can be seen in ethnographic studies.  
The second type of interviews is the semi structured interviews which are commonly 
used in research projects to corroborate data emerging from other data sources. This 
type of interview also seldom spans for a long time period and is usually based on a 
line of inquiry. Structured interviews on the other hand are detailed questions that are 
developed in advance as they usually take the stance of survey research. In these 
types of interviews, the interviewer controls the pace of the interview by treating the 
interview questions in a standardised and straight forward manner. What set apart 
these types of interviews is that there is very little flexibility since participants get to 
receive the same set of questions, asked in the same order, by the same interviewer 
(Maree, 2016; 93). It can be deduced that the structured interviews can be a limitation 
sometimes since they are overly structured and they can inhibit probing which is seen 
as the essence of qualitative research. 
This study made use of the semi structured interviews because of the following 
advantages as identified by Bless, Higson-Smith and Kagee (2006:119) 
1. Data can be collected from respondents who may be functionally illiterate in a 
particular language. The respondent does not have to be able to read and write; 
2. The interviewer has the opportunity to further explain a question or words in a 
question if he/she senses that the respondent does not fully understand the 
question; and 
3. The interviewer can ensure that all questions are answered and that challenging 
or difficult questions are not left out. This is made possible by the fact that the 
interviewer is personally administering the questionnaire. 
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Using interviews as a form of data collection method can be a daunting process and it 
needs a researcher who has a skill to both structure and probe for information from 
the participants. The questioning style needs not to probe for answers which are going 
to answer the research questions and objectives of the study but it needs to allow the 
respondents to raise their own understanding about the study at hand. Maree 
(2016:94) argues that the success of using interviews as a data gathering technique 
depends on the extent to which credibility and trustworthiness can be assured. 
Therefore interviews should be reproducible, systematic, credible and transparent. 
This ensures that a different researcher can use the same topic to generate similar 
data in order to ensure that the questions probed do not generate data that supports 
the researcher’s pre-existing ideas about answers and lastly that the questions that 
are asked and the way that they are asked, should be reasonable ones for gathering 
valid accounts of the phenomena.  
Bloomberg & Volpe (2016:155) argues that although interviews have inherent 
strengths such as the potential to elicit rich, thick descriptive data, there are various 
limitations associated with them. They further write that the fist limitation is that not all 
the people are equally cooperative, articulate and perceptive when conducting an 
interview. This could be the case as when you are asking the same questions to people 
who are working in different levels, as would be the case between senior managers in 
management levels and plant operators in lower levels. Secondly interviews require a 
skill so that the data collected is relevant and concise. If the researcher lacks that skill, 
then this can be a detrimental factor on the data collected. Lastly interviews are not 
considered to be neutral tools of data gathering since they are a result of the interaction 
between the interviewer and the interviewee and the context in which they take place. 
The researcher, at different times, can change the stance or tone when interviewing 
different people. The researcher strived to take all these into consideration when 
gathering data and as for the limitations it can be argued that they will forever be there. 
It is a matter of how does one then avoid or limit the scale in which these hinder the 
data gathering process.  
The semi-structured were used to understand the views, perceptions and experiences 
of staff members on the water provision of the municipality thus contributing to the 
improvement of service delivery. The semi-structured questions also include, as part 
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of their components, the identity of the researcher, the aims of the study, as well as 
the assurance of confidentiality of the answers as an ethical consideration in order to 
encourage participation. A letter of permission from the Municipal Manager to conduct 
a study in the OR Tambo District Municipality was attached as an ethical clearance 
and it provides this study with the legitimacy granted by the institution. The kind of 
questions that were used in this study contains semi-structured questions, which are 
also known as open-ended and closed questions. The reason for this is that the use 
of semi-structured questions, gives respondents the freedom to express their opinions 
the way they understand the situation, and it is unlike the structured questions 
(quantitative), where answers are restricted. The researcher is of the view that to 
conduct a research and get the underlying issues at hand, respondents must not be 
restricted but mainly guided by raising relevant issues. 
3.4 VALIDITY  
Validity concerns the accuracy of the questions asked, the data collected and the 
explanations offered. Generally it relates to the data and the analysis used in the 
research (Denscombe, 2002:100). Punch (2005:96) proposes that validity means the 
extent to which the instrument measures what it claimed to measure. It can be the 
argued that the researcher in this case then needs to be accurate in the study by using 
data collection tools in the most effective and objective way. It is the responsibility of 
the researcher to make sure that great care is taken to ensure that the data collected, 
was without errors. Creswell and Plano Clark (2007: 71) indicate that determining 
validity is a vital step in the research process because it involves the answering of the 
following questions; 
 Who decides that an instrument is measuring what is supposed to measure?  
 How can it be established that an instrument is measuring what it is supposed 
to measure?  
To answer the first question one can argue that the person who has designed the 
study and the experts in the field, are the ones who decides that an instrument is 
measuring what is supposed to measure. For the purpose of this study, that person 
was the researcher and the supervisor. To establish that an instrument is measuring 
what it is supposed to measure, one needs to primarily base that upon the logical link 
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between the research questions and the objectives of the study, namely, face and 
content validity. Establishing a logical link between research questions and objectives 
is easier when the research questions relate to tangible matters such as measures 
taken by the municipality to ensure the provision of water. Each research question 
must have a logical link with an objective. Establishment of this link is called face 
validity. Furthermore Creswell and Plano Clark (2007: 71) write that it is important that 
the questions cover the full range of the issue being measured. Assessment of the 
items of an instrument in this regard is called content validity. In addition, the coverage 
of the issue should be balanced, that is, each aspect should have similar and adequate 
representation in the research questions. Content validity is also judged on the basis 
of the extent to which statements or questions represent the issue they are supposed 
to measure, as judged by the researcher and experts in the field. This study employed 
face and content validity. One of the main advantages of this type of validity is that it 
is easy to apply, thus making it easy to link what is being researched on.  
Maxwell (2013:125) argues that there are two specific validity threats that the 
researcher must be on the lookout for that could lead to invalid conclusions; these 
include researcher bias and reactivity. He further states that two important threats to 
the validity of qualitative conclusions are the selection of data that fit the researcher’s 
existing theory, goals or preconceptions. For this not to be the case, the researcher 
must take into account that validity in qualitative research is not the results of 
indifference but that of integrity. The influence of the researcher on the setting or 
individuals studied, generally known as reactivity, is a second problem.  
In a natural setting, an observer is generally much less of an influence on participant’s 
behaviour. In contrast reactivity is an inescapable influence in interviews settings, what 
the informant says is always influenced by the interviewer and the interview situation. 
While there are something’s that the researcher can do to prevent the more 
undesirable consequences of this, such as avoiding leading questions, the practice of 
trying to minimize the influence is not a meaningful goal in qualitative research. 
Maxwell concludes by stating that taking into consideration biasness, what is important 
is to understand is how the researcher is influencing what the informant says, and how 
this affects the validity of the inferences that the researcher can draw from the 
interview.    
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Maxwell (2013:125) further outlines some of the strategies that one can use to achieve 
validity in one’s research, these include: 
 Intensive long term involvement  
 Rich data 
 Respondent validation  
 Intervention 
 Triangulation  
 Comparison 
Although methods and procedures do not guarantee validity, they are nonetheless 
essential to the process of ruling out validity threats and increasing credibility of the 
conclusions and this is basically what the researcher will be working towards. The 
researcher decided which specific validity threats are most serious and plausible and 
then looked at the strategies that are able to deal with these.  
Bless, Higson-Smith and Kagee (2006: 132) acknowledges that semi-structured 
questions are well suited to exploratory studies, case studies or studies based on 
qualitative analysis of data. This study follows a qualitative research approach and no 
restrictions, guidelines or suggestions for solutions are provided to the respondents in 
the semi-structured questions as compared to structured questions (quantitative), 
where a range of possible answers are provided to allow the respondents choices. 
They further argue that that the basis for using a semi-structured questionnaire is that 
many respondents can be reached with little time and less cost. It must be noted that 
the response rate for semi structured questionnaires in general, tends to be low and 
the return rate is often not more than 40 per cent (Bless et al, 2006: 120). 
3.5 RELIABILITY 
If a research tool is consistent and stable, and hence, predictable and accurate, it is 
said to be reliable. The greater the degree of consistency and stability in an instrument, 
the greater its reliability is. 
Reliability is an important aspect of qualitative research. Maree (2016:238) goes on to 
say that when reliability is spoken about in research, it means that when there is a use 
of instruments, if the same instrument is used at different times or administered to 
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different respondents from the same population, the findings should be the same. 
Denscombe (2002:100) goes on to argue that reliability relates to the methods of data 
collection and concern that should be consistent while not distorting the findings. It 
also entails an evaluation of the methods and techniques to collect the data as 
provided.  
Reliability is concerned with the consistency of measures Bless et al (2006:150). They 
further write that reliability measures the proportion of variance that is due to true 
differences between subject scores rather than differences due to chance. Reaves 
(1992:79) concurs with the above-mentioned as he argues that “a measurement has 
high reliability if it presents the same results every time the same property is measured 
in the same way”. Reliability means repeatability and consistency. It is the duty of the 
researcher to make sure that an attempt is made to produce results that are consistent 
and which can be tried and tested again in the near future. This means to produce 
consistent results, the researcher must be mindful during the use of the tools to collect 
data and care must also be given along with due diligence with regards to the data 
that is collected in order to limit any chances of errors or misunderstanding between 
the researcher and the respondents during the data collection. 
The study attempted in the best manner to produce results that are consistent through 
the use of the split-halves reliability method, which loosely defined, means rather than 
testing the consistency of the instrument over multiple testing’s, it is concerned with 
the internal consistency of the instrument, which for this case will be the setting of the 
interviews amongst the respondents chosen. To produce consistent data, the 
researcher needs to be mindful during the use of the tools to collect data; and much 
care and due diligence was given to limit any chances of errors or misunderstanding 
between the researcher and the respondents during the data collection phase. From 
the above arguments it can be easily concluded that reliability is the extent to which a 
measuring instrument needs to be repeatable and consistent. In the case of this study 
the researcher plans and assures that the use of interviews will be consistent across 
all the fields within the municipality. The instrument used, which is interviews in this 
case, aimed to achieve the same level of consistency.  
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3.6 DATA ANALYSIS METHODS 
Data analysis is the process of selecting, sorting, focusing and discarding data. These 
activities must be performed to ensure accuracy of the data and the conversion from 
data form to a reduced form, which is more appropriate for data analysis. Qualitative 
data analysis involves the integration and synthesis of narrative numerical data that 
were analysed through statistical procedures. Statistical analysis covers a broad range 
of techniques (Henning, 2004: 104). 
The purpose of any research is not simply having data, but to deduce information from 
the data collected. The researcher clearly described and explained how the data will 
be changed into information in order to be narrative statistical or numerical. The data 
was analysed deductively to satisfy the qualitative mode. The analysis of data is based 
on deductive analysis, which is methodologically ideal for a qualitative research. 
Furthermore the author writes that researchers can only make sense of the data they 
collect through organising and arranging the data into manageable forms. This was 
done by categorising and breaking it into broad sections in order to make sense of the 
accumulated information. Data, when collected, needs to be recorded and arranged 
systematically for interpretation.  
In this study the approach that was followed for data analysis, was based upon the 
content data analysis method suggested by Henning (2004: 26). He further argues 
that it must be coded and put into the categories and sections. The aim of this data 
analysis method is to identify patterns and to draw conclusions in order to generate 
appropriate recommendations to better the study carried.  
3.7 ETHICAL CONSIDERATION  
In conducting the study, the researcher fully adhered to the essence of research ethics 
which is promoted in a social research spectrum. Firstly Informed consent forms were 
issued to the selected respondents and they must be completed prior to the 
administration of the interviews. This gives the respondents the idea and level of 
understanding of what is going to take place. The researcher ensured the respondents 
that their anonymity will not be compromised and that no emotional harm will be 
caused to the participants who will be involved in the study. Secondly, the researcher 
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informed the participants that the research is voluntary and that they could withdraw 
from the study at any time without any binding consequences.  
Furthermore, clear and accurate information relating to the research was provided to 
participants prior to commencing with the empirical survey. As previously stated, the 
researcher ensured anonymity and confidentiality by not identifying the respondents 
by name and position. Respondents must be assured about this before the interview 
commences. Other ethical considerations such as plagiarism were strictly avoided and 
the results of the study will be shared with the Municipal Manager of the OR Tambo 
District Municipality in the form of a copy of the completed thesis.  
Ethical considerations refer to a process where the researcher considers ethical 
problems in advance and shows how the researcher intends to deal with such 
problems in a good way of demonstrating the understanding of the research process 
to the audience. 
This is a process followed during data collection. It considers whether there are any 
possible ethical problems associated with:  
1. The researcher’s research methods.  
2. The researcher’s approach to contacting people. 
Denscombe (2010: 67) writes that voluntary consent of the human subject is 
absolutely essential when carrying a research study involving human beings as 
participants. This means that the person involved should have the legal capacity to 
give consent, should be situated as to be able to exercise free power of choice, without 
the intervention of any element of force, fraud, deceit, duress, over-reaching or any 
other ulterior form of constraint or coercion and should be have sufficient knowledge 
and comprehension of the elements of the subject matter involved so as to enable the 
participant to understand and have an enlighten decision. All this must be obtained in 
writing to enable the participants to give a voluntary consent or otherwise reject 
participation before the commencement of the study. The issue of ethical 
consideration is that, in the course of the research, the following ethical guidelines and 
practices were considered in the course of the study:-  
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 Confidentiality: Bless et al (2006:143) emphasises that even if the researcher 
stumbles upon data of a confidential nature, information provided by the 
participants, particularly sensitive and personal information, should be 
protected and made unavailable to anyone other than the researchers. This 
data collected from the participants should at all times be kept under secure 
conditions. 
 Freedom of choice: Participants must be approached personally and be given 
the freedom of choice in participating in the research through informed consent 
and typed information. It was reported to the participants that they could 
withdraw from the study at any time should they feel like it. Bless at all 
(2006:142) writes that participants have the right to know what the research is 
about, how it will affect them, the risks and benefits of participation and the fact 
that they have the right to decline to participate if they choose to do so.  
 Anonymity: To participate in the study, participants must not be requested to 
provide their personal details and their names must not be disclosed. All the 
respondents were informed about their rights and obligations in writing. This 
principle of anonymity is linked with confidentially where a participant’s data 
must not be associated immediately and obviously with his or her name or any 
identifier (Bless et al, 2006:143). 
 No harm to the participants: The research did not injure and detriment the 
people and the institution being studied, regardless of whether they volunteer 
for the study (Babbie, 2005: 65). 
The researcher assures that the study was governed by all the ethical considerations 
stated above, these considerations are always evolving and changing and the 
researcher notes that it is his responsibly to ensure that the study meets the highest 
ethical standards. 
3.8 CONCLUSION  
This chapter is about the research design and its methodology. Firstly, the study was 
conducted in the OR Tambo District Municipality with the aim of finding out the factors 
affecting water provision in the municipality. The research design followed and was 
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discussed in this chapter. The importance of sampling and the difference between 
qualitative researches was defined. Research tools and data collection instruments 
and techniques were also discussed. The method used for collecting data from the 
selected sample group was done by means of semi structured interviews. The 
research approach, namely the qualitative research approach, was adopted in this 
study. The research methodology was discussed and the population of the study was 
provided. The issue of validity and reliability was emphasised while the researcher 
gave the steps to make sure that those factors are taken into consideration. The details 
of the selected sample were also discussed. Lastly, in undertaking the study, a specific 
ethical conduct and behaviour was strictly followed in order to ensure the credibility of 
the study and its findings. The next chapter will analyse and evaluate the research 
data collected. 
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CHAPTER FOUR: PRESENTATION OF FINDINGS 
4.1 INTRODUCTION 
This chapter presents, interprets and analyses the research findings based primarily 
on the literature review and the results that emanated from the data collection. Semi-
structured interviews were used to collect the data and they assisted in providing a 
detailed understanding of the subject matter from the participants’ views.   
The researcher consulted with various stakeholders and sources of information, which 
included interviews with respondents at the Water & Sanitation Services Department. 
Individual interviews were conducted with fifteen (15) respondents. This chapter 
presents the main findings of the study based on the key research questions presented 
in the previous chapters.  (Refer to annexure D for the questions that were used to 
collect data).   
This chapter is divided according to the main themes that emanated from the research 
questions and the responses from the respondents. These themes outline the 
relevance and narrow the findings with regard to the competencies within the 
municipality.  
 The capacity of the water service authority in the provision of water; 
 The competency of the water service authority in making water available within 
the district; 
 Challenges or problems experienced by the water service authority in ensuring 
efficient water provision to the district.  
4.2 DEMOGRAPHIC INFORMATION  
Salkind (2010) indicates that demographic information provides data regarding 
research participants and is necessary for the determination of whether the individuals 
in a particular study are a representative sample of the target population for 
generalization purposes. Usually demographics or research participant characteristics 
are reported in the methods section of the research report and serve as independent 
variables in the research design which helps align the research findings.   
The following will provide demographic analyses of the selected participants in the 
study. The researcher is of the opinion that this is an accurate representation of the 
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views of the personnel in the municipality and outlines the understanding of the topic 
at hand.  
4.2.1 Gender of the respondents 
There was a need to determine the gender of the respondents to enable the researcher 
to make demographic interpretations regarding the gender equity in the water service 
department.  
 
Figure 4.1: Gender of the respondents 
Figure 4.1 illustrates that of the fifteen respondents that were interviewed, six (6) were 
male (40%) and nine (9) were female (60%).  Gender is an important criterion when 
carrying out research, as it indicates the different groups participating in the study and 
it paints a picture of equality with the group chosen to participate in the study. Men 
could have a better understanding of the topic as they are seen as being in positions 
of power in the fields of engineering and water provision. The reality depicted in the 
figure indicates that women are also stakeholders and carry the same knowledge as 
men in the fields mentioned. According to the IDP (2016:17), the municipality 
comprises 734,856 females, which represents 53.84% of the population within the 
district. This reflects the female participation that needs to be advocated for within the 
area and especially in the municipalities. Men tend to be knowledgeable about the 
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core information in relation to the construction of new projects, whereas their female 
counterparts know more about the details regarding policies and community 
involvement programs.  
4.2.2 Occupations of the respondents 
The graph below indicates the respondents’ occupations. These individuals are in a 
position to discuss water service provision and the trends of water provision within 
their municipality. 
 
Figure 4.2: Occupations of the respondents 
Figure 4.2 indicates the occupational status of the respondents. Of the 15 
respondents, 4 (27%) are general employees and 4 (27%) are senior staff members. 
6 (40%) of the respondents are members of the management team and only 1 (7%) is 
an elected political representative. The participants hold various provisions from the 
director, senior managers, superintendents, district engineers, project managers and 
process leaders working at the treatment plants.   
The positions of the participants were significant as they cut across various levels 
within the department and that contributed to the study by having a different 
understanding of the participants. The participants presented challenges and 
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knowledge from their various positions and that culminated in a full understanding of 
what is happening within the municipality from top to bottom.  
4.2.3 Level of education 
It was important to determine the educational level of the respondents, that is, 
respondents who have a primary level, those with a secondary level, or those who 
have a tertiary level education, which includes a degree, diploma or certificate and 
those who have post-graduate qualifications. This allowed the researcher to ascertain 
the trend in employment within the municipality and also allowed the researcher to 
denote the level of skills the employees within the municipality have. In its 2016-2017 
IDP, the municipality failed to declare its staff complement, making it difficult to analyse 
the general pattern of its skills inventory as per the departments within the municipality. 
More often than not there are clear differences of opinion between respondents with 
different educational levels. 
 
Figure 4.3: Level of education  
Figure 4.3 above indicates the education levels of the respondents. In a sample of 15 
respondents, none of them were without any formal education. A total of 2 (14%) had 
a secondary qualification and 9 respondents (60%) had obtained tertiary education. 
Only 4 (27%) of the respondents had post-graduate qualifications. 
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4.2.4 Age of respondents 
It has been shown in various scientific disciplines that opinions on a vast number of 
topics differ between age groups. This is the reason for the study targeting all the age 
groups that fall within the ranks of employment within the municipality.  
This study targeted all age groups in the work environment so as to evaluate the views 
of those who have been working in the municipality for a longer period of time and 
those who are newly employed by the institution. 
 
Figure 4.4: Age of respondents 
The age band for the respondents was as follows: Only 1 (7%) respondent younger 
than 25 years was interviewed, 5 (33%) respondents were between 30 and 39 years 
of age, respondents between the ages of 40 and 49 numbered only 3 (20%), the other 
6 (40%) respondents were between the ages of 50 and 59. No respondents were over 
60 years of age. Numbers for the respondents’ age band are indicated in the graph 
above. The high numbers of young people in the district means that they need to be 
part of the economically active population within the district and for them to do that 
they need to be fully represented in positions of influence, such as in municipalities.  
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In 2011, census reports revealed that approximately 39% of the population in O.R. 
Tambo District Municipality was 14 years of age and younger and 5.9% of the 
population was older than 65 years. The segment of the population in the O.R. Tambo 
region that could be economically active (15-64 years of age), was 55.40%, compared 
to 60.20% for the Eastern Cape Province as a whole. This is evident in all the local 
municipalities with the exception of KSD LM, which is the closest to the provincial 
figures. 
4.2.5 Duration of employment at the municipality 
It is important to check the duration of employment of the respondents as this 
addresses the question of the capacity of the personnel within the municipality and 
allows an evaluation of the views of those who have been working in the municipality 
for a lengthy period and those who are newly employed by the institution. 
 
Figure 4.5: Duration of employment at the municipality 
Figure 4.5 above depicts the duration of the respondents’ employment. In a sample of 
15 respondents, only 3 (20%) have been working at the municipality for 4 years or 
less. A total of 4 (27%) have been in the employ of the municipality for 5 to 9 years. 
Another 8 (53%) respondents have been working for the municipality for 10 to 19 
years. There were no respondents employed for more than 20 years.  
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4.2.6 Type of employment 
It is important to determine the employment type of the respondents, that is, 
respondents who are permanent, contract, or part-time employees as this answers the 
question of staff capacity and employment rates within the municipality. 
 
Figure 4.6: Type of employment 
The figure above illustrates the employment types. In a sample of 15 respondents, 
only 3 (20%) are employed on a contract basis and a total of 12 (80%) are employed 
on a permanent basis. There were no part-time employees among the respondents.  
4.3 TREATMENT AND PURIFICATION WATER PLANT 
Picture 1 is the visual representation of the raw water from the Umtata Dam to the 
Thornhill Treatment Plant and there has been a good flow, which is the result of the 
addition of a number of pipes that feed the treatment plant. Picture 2 shows the aging 
infrastructure and old equipment that has been discarded at the Thornhill Treatment 
Plant. This is the material that some of the participants claim has been a detrimental 
factor in the provision of water by the municipality. This confirms what the literature 
mentioned about the use of dilapidated infrastructure at the municipality. Picture 3 was 
taken in Fort Gale where old asbestos pipes were replaced with the new infrastructure 
being built. The pipe that is being replaced burst and hampered the efficient delivery 
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of water to the citizens. Picture 4 depicts the addition of one of the two water treatment 
tanks at the Thornhill Treatment Plant that will help with the flow and the treatment of 
water to be provided to the communities. This addition occurred after many 
dysfunctional occurrences within the treatment plant, such as generator failures and a 
lack of chemical mixing equipment.   
  
Picture 1 Picture 2 
  
Picture 3 Picture 4 
Figure 4.7: Pictures taken at the Thornhill Water Treatment Plant  
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4.4 DATA ANALYSIS  
Data analysis and interpretation is simply the process through which data is collected, 
interpreted and analysed. After the data has been collected, it needs to be presented, 
interpreted and analysed in an understandable format. The results of the data 
collection were analysed in this section. This section will also provide the responses 
to each question raised by the researcher.  
4.5 THE CAPACITY OF THE WATER SERVICE AUTHORITY IN WATER 
PROVISION 
4.5.1 Current status of the provision of water within this municipality 
All participants answered this question and most of their responses were that the 
municipality is doing fairly well. The respondents did not indicate their level of 
understanding about the stage the municipality has reached with regard to the 
provision of water.  
In her State of the District Address in 2017, the mayor of the municipality mentioned 
the current status of the municipality by saying: Over the last term of office 2011 - 
2016, the municipality provided access to water to 22 345 households within the 
district. Also during the 2011-2016 term of office, the ORTDM was able to supply an 
accumulative figure of 214 924 out of 323 230 households with varying levels of water 
supply. This constitutes 66.5 % of the households that now have access to a basic 
water supply. Almost 33% of the total households in the district receive a free basic 
water supply due to their economic position and the nature of the service provided 
(communal standpipes). Various strategic regional and bulk schemes have been 
executed and these are currently in varying stages of completion.  
She mentioned the R325 million Flagstaff Water Supply project that is intended to 
serve 30 407 households in the rural villages and town of Flagstaff. A further 
commitment was made for a project worth R83 million for village reticulation, which 
has to ensure that households receive sustainable water services. This Flagstaff 
Regional Phase 3 project is at 98% completion, with the subcontractor in the process 
of finalizing the reservoirs. The project is linked to the Flagstaff regional water source, 
which is awaiting the Eskom connection (ORTDM, 2016/2017).  
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KSD Presidential Intervention Bulk Water Master Plan enables an integrated approach 
to supply five corridors (Mqanduli, Nqadu, Libode, Ngqeleni and Mthatha) with potable 
water from the Mthatha Dam, as the demand for water has increased. This increase 
includes the extension of a bulk sanitation pipeline upgrade to cover the sewer in 
Mthatha town and surrounding suburbs due to population growth, developments and 
a dilapidated infrastructure. To date, these corridors are at various stages of 
completion with enormous progress having been made.  
The municipality has also been providing people with water tanks and information on 
how to protect springs coupled with water conservation education. Where plans were 
formulated to bring water to a certain section, people have been provided with water 
tanks. Water schemes that have been drying up have been refurbished. The 
municipality has replaced 3000 new water bulk and household meters. Under the 
water stream, the bulk pipeline and reservoir are close to completion and the major 
challenge at this stage is the funding of the secondary bulk, the upgrade of the 
Rosedale plant and the Thornhill clear water pump station. The funding application for 
unfunded projects has been submitted to the National Treasury in the hope of being 
granted approval before the end of the current financial year, as also indicated in the 
(ORTDM, 2015/2016) 
The following is what some of the participants had to say on this subject. In general 
the participants indicated that the municipality is doing all it can in the provisioning of 
water. They also indicated their dissatisfaction in the delivery of water in rural areas 
and the backlogs caused by the challenges that the municipality is facing.    
“I can say the municipality we’ve got a backlog of about 40% so I can say 
that we got coverage of 55 to 60 % in terms of water provision so it is not 
as good but in the very same time not a bad status” 
“The current provision of water is fair because of some of the problems we 
currently experiencing such as personnel and resources”.  
4.5.2 Policies for the provision of water services and related implementation 
challenges  
The participants at the water services provisioning unit, which includes the water 
treatment plant, did not have a full understanding of the policies within the department, 
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especially those that serve as a guide for the provision of water. This created an 
impression that most of the employees were not aware of the policies that they need 
to implement or go by when they are executing their roles within the department. Those 
who were aware of a number of policies had no understanding of the flaws, let alone 
how those particular policies can be developed to accommodate the needs of the 
people to whom the municipality offers water. One of the flaws in the policies is that 
they are not reviewed annually as they were supposed to be. These include the 
municipality bylaws, which include the tariffs, water used and the rates of water usage 
within the municipality. Some of the respondents mentioned the bylaws of the 
municipality without getting into specifics. The municipality’s officials indicated that 
they know of policies that are supposed to guide the provision of water but their 
understanding of the policies on water service delivery and the implementation of 
those policies is not as effective as it should be. This situation is a result of unskilled 
personnel being unable to implement the policies. The municipal officials stated their 
understanding of the IDP in relation to the provision of free basic services, that includes 
water service delivery only, but it addresses all service delivery needs of the 
community. 
There was a lack of understanding with regard to the identification of any policy gaps 
in relation to municipal policies and the respondents stated that as far as they are 
aware no gaps have been identified and that in itself limits the way to address the gaps 
that need to be identified and updated. The municipality must be able to identify the 
gaps within the policies by reviewing its policies annually. This can be done in 
consultation with both the customers and employees of the municipality. The gaps that 
need to be identified include issues regarding illegal connections, terms of reference 
for the use of water by businesses and indigent citizens.  
The following is what some of the participants had to say on the subject: 
“Yes we do have though the policy is not adopted it’s still a draft so we have 
not implemented fully; I cannot be able to tell you the flaws”.  
“We’ve got couples of policies that are now suppose, legislative wise we 
have some acts that compile us to have policies surrounding the provision 
of water, we don’t have one policy to start with, you know when you speak 
of water there is a lot of sectors or units that are attached to it for the 
example I am falling within water quality that is part of water services 
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because you cannot provide water without knowing the quality there of.  
And on my case we do have some legislation that now governs to say for 
example we have what we call SANS 241, it’s not a policy it’s more of a 
framework that we are provided by the SANAS that now guides to say you 
need to despatch water of this kind of a quality it’s more of a programme 
but they are derive from legislative acts. You will find that there are gaps 
within the policies that now make the systems not to function properly, like 
the issue of bylaws we do have bylaws that have been approved but I think 
at the moment at the issue of our bylaw they need to be reviewed.  
4.5.3 Water demand at the municipality and capacity of the municipality to 
meet demands and challenges 
The respondent made it clear that the municipality is inadequately capacitated to meet 
the demands. Respondents answered this question by raising the subject of plans that 
the municipality has put in place to be able to service large areas, as it predominantly 
covers villages. It is clear that the municipality is failing to keep up with the demand 
for water provision, as most areas are experiencing dry taps and communities need to 
rely on other water sources such as water tanks, rain water or nearby dams. Staffs are 
deployed to rural areas to open and close valves and stop and start engines. This 
constitutes a form of water rationing.  
An attempt was made to establish if the municipality has the necessary capacity to 
meet the need for water services. Most of the respondents stated that the municipality 
lacks the capacity to meet the water provision demands due to some of the problems 
mentioned before, such as aging infrastructure and budget constraints. That leaves 
residents dissatisfied and leads to constant complaints. The municipality is also faced 
with the challenge of an unskilled workforce, which is another element that affects the 
performance of the municipality regarding water service delivery. According to the 
(ORTDM Annnual Report 2015-16), the municipality has a staff complement of 397 
within the water and sanitation department. When looking at the skills development 
and training to improve the capacity of employees and communities, the municipality 
planned to train 6 local government law and administration employees, 20 pipe layers 
and 15 advanced and basic plumbers. These numbers do not cover a fraction of the 
staff competency of the department, but these training interventions are crucial in 
enabling the staff to perform their duties effectively.  
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Three respondents mentioned that the municipality has the funds to deliver water 
services but it is the lack of planning that leads to the department not using the funds 
allocated by the national government. The AG (2015/16, MFMA) reported that water 
and sanitation infrastructure projects were mostly funded by grants, which were not 
fully utilised at 22% of the receiving municipalities, while there were isolated cases 
(six), where municipalities used the grants for other infrastructure projects and even 
to fund operating expenditure. The main findings of the study were that the projects 
did not always address the cause of the backlog in the provisioning of water and 
sanitation and those projects at some municipalities were running behind schedule, 
and non-compliance with supply chain mamanagemnt prescripts in procuring goods 
and services for the projects. Over half of the municipalities responsible for providing 
water did not have the basic policies and plans in place to ensure that maintenance of 
water infrastructure took place. The IDP of the municipality does not account for the 
roll-over funds that are budgeted for water services. Another issue mentioned that 
relates to the capacity of the municipality to provide water was staff capacity. 
Respondents said that the municipality first needs to capacitate the staff for it to be 
able to meet the water s requirements of the communities. 
The following is what some of the participants had to say on the subject:  
‘The demand is currently is unmanageably, demand is higher than the 
supply as you can see that we’ve got a huge backlog. The municipality is 
not capacitated to meet the demand. “What I can tell you to be honest we 
don’t look at the resource side for instance, the way they are doing it in 
Cape Town where they specify the amount of water that is available and 
they then make a scenario where it will not rain for the coming weeks. Us 
we just distribute the water without looking at the availability of the 
resources, which means we lack or don’t regulate resource management 
within the municipality” 
4.5.4 Other municipal services affected when water is not provided 
All the participants mentioned the following common services:  
 Health services, which include hospitals and clinics.   
 Educational institutions such as schools and libraries 
 Fire services and  
 Sanitation  
119 
The disruption of water provision within an area can lead to conditions that can affect 
the economy of that region. This not only affects businesses but mostly the residents, 
as they depend on water for the functioning of their households and lifestyle, such as 
cooking, watering, doing laundry and showering. If there is no water provided to 
citizens and livestock for consumption, the farming industry will suffer. 
4.6 THE COMPETENCY OF THE WATER SERVICE AUTHORITY IN MAKING 
WATER AVAILABLE TO THE DISTRICT 
The municipality must be competent enough to identify and determine the needs of 
citizens when it comes to water provisioning. Thereafter it needs to develop a session 
plan that will see these needs being prioritised and budgeted for. For the 
implementation of the budgeted needs, the municipality needs to identify activities that 
will result in the full implementation of the needs to the satisfaction of the communities. 
Monitoring, evaluation and modifying of these multiple activities will see the 
municipality being deemed fully competent when it comes to the delivery of water 
services.  
4.6.1 Sector that uses the most water in the municipality 
All the participants responded that most water is used for domestic purposes. This 
refers mostly to rural areas as the municipality caters mostly for rural areas. 
Illegal connections were also mentioned, as residents make illegal connections to their 
homes thus consuming water illegally without paying the rates. The brickyards were 
also mentioned as culprits for using water illegally by connecting to pipelines and thus 
consuming clean water for their operations.  
All the participants thought that most water is used by households based on the large 
area that the district municipality serves and taking into consideration the current 
population and the activities conducted in the domestic environment, such as water 
for drinking, cooking, washing laundry, irrigation, small scale farming and livestock.  
The following is what some of the participants had to say on the subject:  
“Domestic household, because OR Tambo is more dominantly 80 per cent 
rural. For us the people who are using most of our water, because if we talk 
about water generally you talk about raw water from the stream, the run off 
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but you talk about out treated portable water the drinking water is industries 
and business. “In our case our municipality is a rural municipality, so we 
serve as lot of domestic because agricultural though yes they do plough but 
they don’t use most of the water they depend on the rain so its domestic 
use than commercial”. 
“I think its legal connection because the problem is that our people connect 
for the selves, the minute it licks they will leave like, for water running and 
that and expect a municipal official to close and it’s not quickly reported” 
4.6.2 Skills and qualifications needed for municipal officials to perform their 
duties in the Water Department 
All the respondents commonly stated that specific qualifications are needed for water 
plant officials to keep the plant running effectively. 
To narrow it down, the respondents mentioned civil and mechanical engineering as 
the core qualifications that are needed to perform duties in the water purification plant. 
Qualified artisans are needed for installations and repairs to the infrastructure.  
Personnel working with chemicals at the water treatment work where there is a need 
to mix and use chemicals to purify the water need specific qualifications. When it 
comes to the office environment, the minimum qualifications expected are 
administration, financial, planning and project management related qualifications and 
skills. 
The following is what some of the participants had to say on the subject:  
“It must be a water related qualification be it as scientific or engineering 
form of a qualification, furthermore you need a social cohesion aspect of a 
qualification because water involves community so there must be a social 
element those studies with a social cohesion element like your 
administration etc.” 
4.6.3 Maintenance schedule on water services delivery  
Most of the respondents were not well informed about the presence of the 
maintenance schedule within the municipality. The municipality only reacts once 
problems occur. For example, if there is a burst water pipe that is the only time that 
maintenance is performed in that particular area. According to the department 
organogram, the municipality has an emergency response unit, which is not functional.  
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Participants responded that they were not satisfied with the water services 
maintenance within the municipality.  Water treatment plant participants were worried 
about the poor maintenance of the pipelines and the power generation failures within 
the plant.  
The following is what some of the participants had to say on the subject. 
“Yes we do have though it’s not fully effective because it lacks a structure 
which we are in a process to develop an operation and maintenance plan 
that will serve a guide to implement those maintenance schedules”. 
“We are reacting to the problems, when they say pumps are dead we go 
check it, when they say a panel is not working we go check it, we don’t have 
a maintenance schedule that specifies that lets maybe next year we need 
to maintain” 
“We don’t have a maintenance program we only react, even the new 
projects we don’t have allowance for operation and maintenance budget, 
and when we do it, we only do for compliance reasons”.  
4.6.4 Community awareness on the use and conservation of water 
The municipality does educate its residents and it is done under the Customer Care 
Unit within the water services department. The department has customer relations 
officers strategically placed in the district and these officers are there to coordinate the 
programmes that need to be implemented in those particular areas. As much as this 
is stipulated on the organogram of the department, there are still vacancies and this 
can lead to the inefficiency of the department in conducting water conservation 
programmes.  
The participants highlighted the following common acts that the municipality engages 
in to educate their residents: 
 Road shows are organised by the Customer Care Unit within the Water 
Services Department  
 Meetings or Imbizos are called by the elected political bearers to inform their 
constituency about water use and conservation.   
 Media platforms such as the radio advertise about water conservation. 
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It can be argued that they do not cater for all the citizens who reside within the 
municipality, as they are limited in terms of resources and planning and that is why it 
would be of paramount importance for the Customer Care unit to be expanded to look 
after the needs of the areas that are not easily accessible and to capacitate the staff 
to be able to hold workshops in public institutions such as hospitals, clinics, schools, 
universities and taxi ranks.  
The following is what some of the participants had to say on the subject:  
“In terms of educating the residents what we do we have what we call road 
shows every year”.  
“There are programs established to educate the community such as saving 
each drop where residents are informed on the technique of watering 
gardening, doing laundry, when washing a car, and to stop opening taps for 
washing clothe” 
4.6.5 Community consultation processes prior to water project 
implementation 
The municipality does communicate with the community about new planned projects, 
with regard to information such as the budget, plans to employ local citizens, the 
duration of the projects and the benefits they will bring to the community. This 
communication is achieved through IDP road shows, imbizos and the use or 
councillors or traditional leaders to inform their constituencies about the municipality’s 
plans. The department has a social facilitation department that is attached to the 
customer care section, the function of which is to communicate with stakeholders.  
Four participants were of the opinion that communities are sometimes not consulted 
on water provision issues. Most of the participants were of the view that communities 
are consulted and are in fact allowed to participate through the ward councillor and 
ward meetings, formally known as imbizos, or road shows, by the municipal officials. 
The officials also stated that the IDP road shows are conducted to acquire information 
from the community members. Public participation programmes are organised by the 
customer care unit to engage with the community. 
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The following is what some of the participants had to say on the subject: 
“Those road shows are also being used to tell the community about the new 
project, the progress of the on-going project, the budget to say how much 
are we having even for pricing we also tell them that”. 
“The approach that we are using, we are saying that one, this municipality 
is being led by the ANC of which the ANC is there leader of the society 
therefore all municipalities that are being led by the ANC must serve the 
society, the point I’m trying to make is that communities are one of the 
stakeholder that cannot be isolated in any project which leads to an extent 
that if there is any project that needs to be initiated in that particular area, 
and before its starts we take the , politicians , contractor and the officials to 
go there and discuss, reflect thoroughly on a number of expectations of the 
community first, these expectation of the communities for an example might 
not be on the usage of water but we want to keep the working relation 
between the contractor and make sure that a certain percentage that are 
going to work there must be taken from these communities, it must benefit 
in fact the community, this is part of the reasons we go to the community 
before it starts. Some of the reasons can be discuss working relations, how 
the water must be used, and the safety of the community when the 
construction of the project is initiated to ensure that kids don’t play with the 
materials, these are part of the reasons why we go before it starts, so that 
the community can work hand in hand with the contractor”.  
4.7 CHALLENGES OR PROBLEMS EXPERIENCED BY THE WATER 
SERVICE AUTHORITY IN ENSURING EFFICIENT WATER PROVISION 
TO THE DISTRICT AREA 
Water is a basic need for human life and for sustainable development. The impact of 
water-related problems has a serious socio-economic effect on the development of 
any community and it must be noted that local municipalities have been experiencing 
challenges in ensuring water is delivered effectively to the communities. There has 
been a trend of challenges that are shared by most of the municipalities. Each 
municipality nevertheless has its own challenges that need to be addressed so that it 
can provide water to its communities.  
4.7.1 Problems experienced by the OR Tambo District Municipality in the 
provision of water 
Participants underlined the following as problems experienced by the municipality.  
 Aging infrastructure, such as asbestos pipes; 
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 Unskilled personnel; 
 Insufficient resources made available; 
 Lack of planning for both the available resources and personnel for operations 
and maintenance; 
 Budget is insufficient to cover all areas of OR Tambo District;  
 Mechanical problems due to machinery failure;  
 Maintenance of equipment and provision of water from water reservoirs is costly 
and more funds are needed;  
 Illegal connections by both domestic and commercial users, such as connecting 
water to one’s house when one is supposed to use community taps, and brick 
yards that use clean water for their operations; 
 Vandalism and theft of pipes used for connecting and supplying water to other 
areas and  
 Demand exceeds supply.  
The core challenges encountered by the ORDM water department are: aging 
infrastructure, lack of skilled personnel and limited resources. The challenges listed by 
the participants are almost the same as those highlighted in the literature review. 
The following is what some of the participants had to say on the subject:  
“One that is more measure is what we call aging infrastructure where you 
find that some of the purification plants have been installed and designed 
some 8 years ago and they are not functional, number two is the issue of 
demand vs. the supply, our population growth is really hiking high, the third 
one is the issue of drought that is once becoming a challenge”. 
“It’s the limited resources that are raw water, it’s a drought. Its old and aging 
infrastructure, it’s a problem. Its limited capacity in terms of skills which can 
safely, say skills shortage and also the limited financial resource.” 
“Dilapidating infrastructure, or old infrastructure, the challenge is that 
demand vs. supply is more and  connections in terms of household where 
there are illegal connections in houses where they consume more water 
than designed for at that particular area. Bricklayer business that connect 
water illegally are also a challenge” 
125 
4.7.2 Solutions to overcome these challenges 
Of the fifteen participants, two did not respond to this question and the participants’ 
responses are that there is a need for: 
 Improved water treatment works;  
 More reservoirs so that water can be channelled to vast areas; 
 Training on required skills, such as artisan and technical skills; 
 Hiring of skilled people to supervise the water treatment works and bulk water 
distribution; 
 More funds for the improvement of the municipal infrastructure, especially bulk 
water distribution; 
 Replacement of aging infrastructure such as water pumps, pipes and 
generators to overcome the power failure problems and increase output in the 
water treatment plants; 
 Underground water must be used, such as boreholes and other mechanisms 
that utilise the available underground sources;  
 Educate the communities about water use and conservation;  
 Operators must be employed by the institution and these people will monitor 
the generators so that they can detect potential problems, not only react once 
problems have occurred.    
These responses support the research hypothesis that the OR Tambo District 
Municipality is faced with the challenge of a poor quality of infrastructure leading to 
water shortages and poor distribution of water to the communities. It also supports the 
hypothesis that in the OR Tambo District municipality region, water provision and 
particularly the quality of water delivered is not of the required standard and there is a 
lack of maintenance of the existing water schemes, as mentioned in the 2012 
Municipal Blue Drop Score report (eWisa, 2016). 
The following is what some of the participants had to say on the subject: 
“We need to initiate pipe replacement programmes; we need to review the 
budget that is relevant to the supply and demand because there must new 
water project can take place. To legalise the illegal connections by putting 
meters so that we can generate revenues from the connections. Output of 
the water treatment work plants must be maximised because currently they 
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are not operating on full potential because of unskilled personnel so we 
must capacitate the personal and the municipality must improve on water 
conservation programme so that it can increase revenue collection and it 
can save some water. And then the training and mentoring of staff which 
include mentorship programmes”. 
4.7.3 Mechanisms put in place to ensure that clean water is provided 
Six participants did not show sufficient understand of the mechanisms that the 
municipality is currently employing. The responses of the rest are:  
 Process leaders and auditors do tests on water treatment and problems are 
detected early. 
 Compliance by all water officials to high standards set by the OR Tambo District 
Municipality and the Department of Water Affairs for the purification and 
provision of water is enforced. 
 OR Tambo District Municipality is trying its best to supply clean, potable water 
to communities. This is enforced by the rules and regulations set by the 
Department of Water Affairs for compliance by all municipal officials.  
 Water rationing is in place in some regions so that water can be distributed 
evenly.   
 Adding more personnel in water treatment works so that water output can be 
higher and the tests can be performed timeously.  
 Developing water purification plants closer to the customers.  
 Immediate water service infrastructure grant, it’s there to provide new water 
projects in previously disadvantaged areas by drilling boreholes and by 
protecting available springs that are used by the community.  
 Spring water protection, where there is fencing of springs and aerating of tanks 
as a temporary measure until municipal water can be provided.   
It was quite alarming that some of the respondents were not aware of the current 
mechanisms that the department is implementing to ensure that water is provided to 
citizens. This can be viewed as ignorance on the part of the participants or the 
institution not informing the personnel of the developments and programmes that the 
municipality is currently implementing to ensure that water is delivered both effectively 
and efficiently. 
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Political, administrative and financial factors can affect these current mechanisms in 
different ways. Political turmoil or protest action in some regions can halt the 
implementation of some of the services, such as constructing new infrastructure or 
servicing the old. Administrative issues can involve a lack of effectively planning and 
implementation in line with the timeframes and resources allocated. Economic factors 
can include, amongst many, budget problems such as the funds allocated by the 
national government to carry out these mechanisms within the municipality. 
The following is what some of the participants had to say on the subject. The 
mechanisms that we have is that on the daily basis our process controllers are testing 
the quality of  water but furthermore we’ve got an independent accredited laboratory 
which is Amotola Water which tests the quality of water and we make sure that we 
comply with the standards set by the National Water Department.  
What the municipality has done, it has developed regional schemes, and 
we surveyed our municipal area where we identified other areas that have 
sufficient water sources for example we have Umtata river that is reliable at 
the present moment, that we built Umtata dam out of it alright, and we have 
smaller areas that are drought stricken the likes of Flagstaff, your Port St 
Johns those are the areas that are stricken by drought in the most cases 
your Mhlontlo. Now what we do we built a purification plant that will now 
move from Umtata and supply those areas that are less privileged in terms 
of water source. We have for example what we call Mqanduli to Coffee Bay 
corridor, we have Libode Corridor up to Ngqeleni we have Mhlonto corridor 
so Umtata will be supplying those areas. Umtata to Coffee Mqanduiu bay 
and then we’ve got Umtata to Ngqeleni, we call it Rosedale Corridor. We 
also have other regional schemes like we also have what we call from that 
side of flagstaff the Ingquza Hill side we also have regional schemes 
Mzindlavana project where now that  purification is also to cover the rest of 
the villages around there, because the borehole is no longer now saving 
the communities, people are no longer having water.  
“There has been extension of water treatment plants to add more tanks 
within the plants; there has also been an addition of lines called pumping 
mains to increase the inflow rate to the areas that are currently not serviced” 
4.7.4 Effectiveness and weaknesses of the mechanisms 
The mechanisms that the municipality is currently employing are working but do have 
flaws. It needs to be noted that these mechanisms are part of the planned 
implementation that the municipality is currently undertaking to ensure that citizens 
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receive water in their respective areas. Some of the weakness indicated by the 
respondents included:  
 Lack of a maintenance schedule; 
 Lack of maintenance personnel;  
 Costs associated with the mechanisms in action and  
 Vandalism and theft.  
The following is what some of the participants had to say on the subject: For now they 
are working, because it’s the same argument I made in 2005 when water pumps were 
not working in Umtata dam, they say we are in a crisis I denied the water crisis, the 
current infrastructure has people that its services and they are not complaining, their 
weakness is that they do not extend to other areas because of water resource 
constraints and the issue of water resources.  
One of the challenge might be maintenance issues, remember for example 
at the moment Umtata would be having a pipeline of about 2km to maintain 
and if you extend like we planning to do it means that from Umtata to Coffee 
Bay we are speaking something like around 70km so you have to maintain 
a pipeline of 70 km so there is a cost that is going to be as a challenge, your 
maintenance personnel that would be a challenge as well then you will have 
your equipment issues as well so those might be technical issues and lots 
of burst, lots of licks so those might be part of the  challenges. Vandalism 
and theft, you will find that you have a pump stations and communities go 
a take. 
4.7.5 Role of the elected political office bearers in the reduction of problems 
of poor water provision by the municipality to the community.   
Of 15 participants only 2 did not answer this question. The others responded by 
acknowledging the role of the political office bearers as follows: 
 They are the policy makers and develop policies that are relevant to the supply 
of water;  
 They conduct oversight of the current water project implementation so it can be 
assured that it is working at full capacity, effectively and efficiently;   
 Elected political office bearers are the representatives of the community and by 
virtue of that they have to safeguard the views of the community. They have to 
implement the will of the citizens and they can do that by putting strategic 
decisions in place that curb the inefficient provision of water.   
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Elected political office bearers are the cornerstone of the development within 
municipalities as they are the policy drivers and representatives of the constituencies.  
Political leaders have the duty to both represent the views of the people and make 
sure those views are put into policies that will help deliver services to the communities. 
Political leaders are in a strategic position in terms of sorting out the priorities of the 
municipality and the budgetary processes of how money is to be allocated according 
to the needs of the citizens. The participants have shown their understanding of the 
role of the politicians in water provision. Politicians set policy, allocate the budget and 
employ the management of the municipality. They need to ensure that policy is being 
followed and plans are being implemented by the officials that are in the employ of the 
municipality. Elected political office bearers act as overseers in the form of the council 
that checks on the progress of all water services developments and plans. Mayors and 
Municipal Mayoral Committee members have the power to reprimand stakeholders 
who are not performing their functions in making sure that water is delivered effectively 
and efficiently.   
It needs to be noted that the continued raising of different views, political-
administrative interfaces and the in-fighting among both elected leaders and appointed 
municipal officials, who are cornerstones of policies within the municipalities, causes 
a recurring backlog in municipal administration and impacts negatively on service 
delivery. 
The following is what some of the participants had to say on the subject:  
“Yes, Remember that the political bearers is the mouth of the community 
they are deployed by the community to be the ears and the eyes of the 
community, we as the administration we also use the very same system for 
them to be able to educate the community their role is to oversight the 
administration” 
“They are the policy makers and also they are the ones who can develop 
policies that are relevant to the water supply and we just implement what 
they have developed. They also insure oversight over the municipality. 
They insure oversight on the current water project implementation in 
ensuring that the water project are going as they planned, and assure that 
they are working effectively and efficiency” and they form part of pre 
strategic implementation, where they draw the polices of the water provision 
in the municipality”. 
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4.8 CONCLUSION  
This chapter interpreted and analysed the factors affecting water provision in OR 
Tambo District Municipality and provided an overview of the challenges faced by the 
municipality. From the analysis of responses from the municipal official of the water 
services department, it is clear that all respondents regarded water as a basic need 
and noted various challenges that the municipality faces and how these challenges 
need to be solved for effective water provision.  The respondents also acknowledged 
the necessity for each community to have access to clean water. The greatest 
challenge faced by the OR Tambo District Municipality in this respect was to supply 
portable water to the community as a way of fulfilling their constitutional mandate 
outlined in the constitution.  
The municipality has backlog challenges in water service provision, amongst other 
services. In order to overcome the backlog, there is an Integrated Development Plan, 
which is part of every municipality and that is put in place to identify budgets for water 
projects that the municipality plans to fulfil and fast-track the process of delivering 
water to the community. The constraints mentioned by the respondents are the lack 
of resources to ensure that there is a fully functional water service. The researcher 
noticed that the municipality has sufficient finances but the lack of planning and use 
thereof limits the municipality in achieving its desired goals.   
Recommendations will be presented in the following chapter. The next chapter will 
include a summary of the findings from the interviews that were conducted with the 
municipal officials working at the Water Service Department in the OR Tambo District 
Municipality.  
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CHAPTER FIVE: FINDINGS, CONCLUSION AND RECOMMENDATIONS 
5.1 INTRODUCTION  
This chapter entails looking at the general findings of the study. A summary of the 
findings will be provided regarding the factors affecting water provision at the 
municipality. The main objective of the study was to ascertain and analyse the factors 
influencing the provision of water in the OR Tambo District Municipality. 
There are also recommendations that emanated from the findings obtained from the 
respondents who were selected from among municipal officials working at the ORTDM 
Department of Water and Sanitation services. This chapter provides a platform for the 
proposal for further research. The main research question of the study was to 
investigate the factors affecting water provision in Eastern Cape municipalities with 
the main focus on the ORTDM. 
In this study, a qualitative approach was followed, which included interviewing 
municipal officials and an analysis of documents, unpublished theses as well as 
relevant legislation that revolved around water provision. This chapter provides a 
conclusion to the analysis of factors affecting the provision of water in the ORTDM. 
The findings will be proposed in an executive summary and the council will decide 
whether the proposed recommendations will be adopted.  
5.2 SUMMARY OF THE FINDINGS 
From the responses of the research participants, it was evident that some of the 
municipal officials were not well informed about the policy framework that guides the 
municipality in the provision of water. This was a serious concern, as municipal officials 
are guided by multiple policies that they need to abide by and follow to deliver 
satisfactory services. 
When it comes to community participation and involvement, the municipality is doing 
fairly well, as participants have consistently mentioned that there is still a bottom-up 
approach in terms of planning at the district municipality. This is in relation to citizens 
being informed of the projects and at the same time they are consulted prior any 
project implementation. 
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When it comes to maintenance, the municipality clearly does not have a maintenance 
programme in place to help navigate the issues that emanate from the aging 
infrastructure and lack of resources that were reported by most of the respondents. 
This is a serious concern, as it could result in wasteful expenditure by the municipality.  
The study revealed that there is a lack of planning and monitoring tools to act as 
oversight mechanisms on the already budgeted projects in session. This can be seen 
from the ballooning of project costs from the initial stages, to amounts that the 
municipality cannot afford. This draws one to the conclusion that municipal budgets 
are not properly used by the municipality and some of the participants have blamed a 
lack of planning within the municipality. 
It is evident that the department’s organogram is not complete, as some of the units 
are not functional and others have a number of vacancies. An emergency unit has 
been created within the water and sanitation services, but needs to be capacitated 
with the legislative framework to guide its functionality.  
Skills development and capacity is a huge problem that the municipality needs to look 
at, it’s not only a concern with the filling of vacant post but much more focused with 
the capacitating of the already available personnel. Staff must be trained on the new 
systems that are developed within the local government fraternity, a practice that 
seems to be lacking within the municipality.  
Lastly, it was quite clear that there is no coordination in financial planning and 
implementation of the projects within the department. This is in relation to the duration 
of the projects and also taking into account the ballooning of scheduled processes to 
the final stage. This affects the delivery of basic and other essential services to the 
communities of the district municipality and its local municipalities.  
5.3 LIMITATIONS OF THE STUDY  
From the study, it is evident that there is no coordination within the department, citing 
the unavailability of both the respondents and equipment that can be used to carry out 
the study. The researcher found stumbling blocks in most of the processes that the 
department needs to offer to make the research productive. There were delays in the 
research because of the lack of coordination and an acting director of the department.   
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There is no clearly articulated partnership approach linked to the intergovernmental 
relations and other private partners in terms of effective provision of water to the 
communities. There was no emphasis on capacity building programmes to assist the 
participants in understanding the legal policy framework, methods, approaches and 
tools used in the study, and no proper planning or implementation of management 
systems to help them be informed about policy and principles for them to be effective 
in their respective portfolios.  
5.4 RECOMMENDATIONS   
Based on the findings of the study, the following recommendations are made: 
5.4.1 Water provision infrastructure  
According to the Strategic Framework for Water Services (2003), owners of water-
services infrastructure need to:  
 Maintain a register of water services infrastructure assets; 
 Put a system in place to manage this infrastructure in terms of a maintenance 
and rehabilitation plan; 
 This plan must be based on the principle of preventative maintenance and must 
be part of the water services development plan; 
 Infrastructure assets must be rehabilitated and/or replaced before the end of 
their actual and estimated useful lives and 
 Necessary capital funds must be allocated for this purpose. 
The municipality has to ensure that old infrastructure is replaced, especially pipes used 
for transporting water to the community so that it can be guaranteed that citizens 
receive water in time. The reasoning behind this is that research has showed that the 
major problem is aging infrastructure, which includes bursting of old pipes and old 
equipment used in the water treatment plant. The municipality must make sure that 
tendered resources and equipment is of a good quality so that is lasts longer and 
saves on repeated installation costs. The municipality must develop infrastructure not 
only to deliver water but also to curb the wastage of water already in the system, such 
as leak detection programs.  
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It is also important to introduce meter system charges when for households and stand 
taps. These systems will discourage the misuse of water, at the same time meeting 
the standard of free basic water needs for the residents. 
5.4.2 Human resources & capacity building  
According to the Coordination of Capacity Building in Local Government discussion 
paper (2015), it is considered essential to strengthen the coordination of capacity 
building initiatives directed at local government, in partnership with key stakeholders, 
mainly the National Treasury, SALGA, DHET, sector departments involved in local 
government service delivery, tertiary institutions and professional bodies. Cognac has 
coordination structures and mechanisms in place and is in the process of exploring 
the efficacy of establishing a Local Government Learning Centre or Local Government 
Skills Development Institute to perform a guiding and advisory role with regard to 
building capacity in local government. 
The discussion paper further stipulates that the back to basics priorities for capacity 
building involve:  
 Monitoring and supporting the filling of vacancies with competent personnel, 
especially the top six posts (Municipal Manager, Finance, Corporate Services, 
Infrastructure, Community Development and Development Planning); 
 In collaboration with SALGA, monitoring the functionality of local government 
labour forums, identifying weaknesses and intervening; 
 National and provincial government is to support municipalities to develop 
appropriate organograms; 
 Develop and implement appropriate capacity building interventions and 
 Develop guidelines on shared services and inter-municipal collaboration. 
The municipality should appoint persons with the requisite skills, expertise and 
qualifications to be able to speed up water service delivery. The department must 
enforce competency standards for managers and water treatment superintendents to 
track implementation and competency of these line managers. It is quite clear that the 
municipal officials that are responsible for water and sanitation at the municipality are 
insufficient. 
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The ORDTM is a rural based municipality that covers large areas of residential regions 
and is growing at a rapid pace in terms of population. This implies that the demand for 
water services is also increasing. The municipality should speed-up the employment 
of water service officials in the water treatment plants and reservoirs that deliver water 
to citizens. The municipality must also capacitate the emergency unit that will be 
dealing with the maintenance of the resources already available. 
5.4.3 Skills development  
The Skills Development Act no. 97 of 1998 and accompanying regulations provide for 
a new approach to training and development, which aims to benefit both employers 
and employees. They impact on skills development in municipalities in that they set 
out provisions for: 
 Sector skills planning; 
 Workplace skills planning; 
 Funding of skills development; 
 Involvement of trade unions and employee representatives in the skills 
development process; 
 Skills programmes and 
 Reporting on skills development implementation. 
Firstly, the municipality should prioritise the recruitment process and make sure it 
employs personnel that have the requisite skills and qualifications that match the 
magnitude of the vacancy that needs to be filled. After taking careful consideration of 
the recruitment process, the municipality must then prioritise skills development and 
staff capacitation within the department so as to keep personnel aligned with the 
current practices. This can be achieved and maintained by continuous training of 
personnel involved in the provision of water and sanitation services. This is to help 
them understand the role they have in facilitating development in the water department 
and how their work can best elevate the water crisis currently experienced. 
In the municipal context, effective skills development will promote efficient service 
delivery. Employees will be more motivated and committed, relationships with 
organised labour may improve, retention of staff will be advanced and employment 
equity will be maintained. 
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5.4.4 Awareness programs  
The role players in the water crisis include the communities, as they are the users and 
customers of the municipality. It is recommended that the municipality not only 
involves communities when it needs to share information on projects and reporting 
back. It needs to include the communities throughout the whole process of water 
provision. Awareness programs that look at the use of recycled water must be 
spearheaded by the municipality. Looking into recycled water or your water usage 
responsibilities must be something communities are involved in to address the water 
crisis.  
These awareness programs must include, among many, the following:  
 Rules, restrictions and responsibilities with regard to water use within the 
municipality, including water use rules on car washing, watering days, filling 
pools and others. 
 Sharing water advice through media platform such as local community radio, 
Unitary FM, the local news and the Mthatha Herald. It must be noted that this 
must be extended to the educational and health institutions within the regions. 
Children must be taught at an early age about water conservation.  
 Communities must be well informed about the use of recycled water and how 
that process can help ease up on the use of treated water. Recycled water is 
helping by saving valuable drinking water while allowing water-using activities 
such as watering the garden, washing cars, laundry washing and flushing the 
toilet.  
5.4.5 Community participation  
Section 16 of Chapter 4 of the Municipal Systems Act, 2000 states the following: 
1. Municipalities must develop a culture of municipal governance that 
complements formal representative government with a system of participatory 
governance; 
2. must encourage and create conditions for the community to participate in the 
affairs of the municipality, including in the IDP, performance management 
system, monitoring and review of performance; 
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3. must prepare the budget and strategic decisions regarding municipal services 
and 
4. Municipalities must contribute to building the capacity of the local community to 
participate in the affairs of the municipality and of councillors and staff to foster 
community participation. 
The study disclosed that in some regions the municipality only reacts to the 
maintenance issues experienced. It is therefore important to involve the community so 
that they can be stakeholders in safeguarding the infrastructure and equipment. If this 
participation leads to good practices, the people involved need to be trained and 
educated for future involvement.  It is recommended that the ORTDM should train the 
community in the field of water management. Community members who are charged 
with the responsibility of overseeing the water project should be trained and given the 
necessary skills regarding water service management and understanding of the basic 
processes followed in the maintenance unit. According to the 2015/16 ORTDM Annual 
Report, the district public participation section has conducted an audit on the existence 
of ward centres in each local municipality and found out that:  
 Mhlontlo Local Municipality; Only 09 ward centres exist out of 26 wards. 
 Ingquza Hill Local municipality; Only 3 out of 31 wards. 
 KSD Local Municipality; Only 4 out of 35 wards. 
 Nyandeni Local Municipality; Only 4 out of 31 wards. 
 PSJ Local Municipality; Only 8 out of 20 wards. 
This is a fraction of what the municipality represents and it is recommended that the 
municipality increases the number of these centres to facilitate community 
participation in the District.  
5.4.6 Water supply and management 
The municipality must strive to provide sustainable water services to enable a healthy, 
liveable environment for the residents.  Noting the rapid growing population and a 
projected drying trend in the climate mean that in addition to focusing on using water 
efficiently, the municipality need to look at a broader range of water supply sources 
and management techniques. 
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The rationale to this is that the municipality must start budgeting on establishing 
programs to prevent water losses in the system and help our communities use water 
efficiently. It need to adopt an integrated water cycle management that has been a 
trend in other local governments, this basically  introduce a broader range of fit for 
purpose supply solutions that can contribute to cleaner water provision and lower 
energy use. 
The municipality is recommended that it starts to extend its capacity and look for other 
practises that will see communities receive water at the same time conserving what is 
already in the system, such can be  
 Recycling wastewater from the treatments plants to service other activities such 
as industries 
 Harvesting storm water to protect waterways and water local sports grounds. 
 Helping our business and residential customers improve their water efficiency. 
 Commencement recycled water project to provide recycled water for home toilet 
flushing and garden watering in addition to traditional potable supplies. 
5.4.7 Integrated water cycle management strategies 
One of the ways to address the challenge of an increasing demand for water in the 
district is by developing and implementing integrated water solutions that will bring 
about new perspectives on ways of dealing with water services. 
This can be achieved effectively by utilising all water resources available within the 
regions first, by ensuring that all the dam, river, catchment and borehole water is used 
effectively. This includes drinking water and sourcing water from rainwater, recycled 
water, storm water or sewer mining projects. 
This approach will not only help to secure water supplies and improve liveability for 
our communities, but will also help to minimise costly future investments in water 
supply infrastructure that will see the development of costly projects such as water 
desalination developments.  
The Integrated Water Management Strategy will address demand growth in water use 
through the development of infrastructure projects that not only provide for water 
supply and sewerage infrastructure, but aim to also improve the environmental 
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sustainability, resilience and economic performance of the water management 
system. The municipality must also invest in demand forecasting so that it does not 
only deliver as per the demand but also as per the water/dam levels within the area.  
5.4.8 Maintenance schedule plan 
The ORTDM 2015-16 Annual Report states that much of the existing water and 
sanitation infrastructure is not adequately maintained and in many cases, is not 
functioning. On-going refurbishment and maintenance is therefore imperative and has 
been accelerated over the year under review.  
The municipality must prioritise having a maintenance schedule with clear directives 
as to what needs to be maintained. This schedule must stipulate the life span of the 
infrastructure that the municipality has acquired. The presence of a maintenance unit 
within the water and sanitation department is not sufficient if the department is not 
guided by stipulated timeframes on how it needs to service the infrastructure, as water 
treatment plants and pipes channel water to the citizens. This maintenance schedule 
must be divided into activities that can be carried out daily weekly, monthly and 
quarterly and annually for it to be effective. The maintenance plan that the municipality 
devises must be sectioned according to units such as water tanks, pumps and 
pumping facilities, pressure regulating stations, water treatment plants and distribution 
systems. For this to be fully operational the municipality must first: maximize the 
existing staff time dedicated to operation and maintenance; develop maintenance 
routines; provide training and hold personnel accountable. Lastly, use and implement 
appropriate equipment to update documentation, planning and reporting strategies. 
5.5 FUTURE RESEARCH 
The researcher hopes that the findings of this study will form the basis for future 
research on water provisioning. Future research must concentrate on the aspect of 
the role of water supply and management in the water crisis in South Africa, seeing 
that the challenges and problems of water delivery have been widely researched. 
These water supply management techniques must investigate the use of surface 
water, water desalination, gray water, groundwater, integrated regional water 
management, water transfers and water recycling as methods to help ease the water 
crisis in the country.  
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5.6 CONCLUSION 
The findings revealed that the municipality does indeed face challenges in the 
provision of water in the wider areas of ORTDM, which has resulted in backlogs and 
non-provisioning of water in some of the rural areas of the district. This study has 
established that the current level of knowledge of the municipal officials with regard to 
the provision of water is low and this has resulted in inefficient implementation of some 
of the municipality’s plans.  
South Africa is currently experiencing a crisis in the provision of water services. The 
Eastern Cape is also affected by this crisis and to some extent, both district and local 
municipalities are struggling. This problem has affected the rural citizens worst, as 
they depend on the municipality for free basic services, such as water. This is why the 
lack of water has proved to be detrimental to the households’ participation in the 
development of the community. The magnitude of this problem has an undesirable 
bearing on community development. The implementation of new plans and strategies 
are urgently needed to sort out the water crisis experienced by the country. The OR 
Tambo District Municipality and both the provincial and national governments must 
work together to ensure that proper planning takes place. Proper monitoring and 
evaluation techniques must be employed to evaluate the effectiveness of the 
implementation of plans and programmes. The communities must also be effective 
stakeholders in making sure that water conservation is a priority and the available 
resources need to be used carefully and monitored.  
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ANNEXURE A: LETTER OF REQUEST TO CONDUCT RESEARCH IN ORDTM 
 
P.O Box 518 
Mthatha 
5099 
 
20 February 2017 
 
The Municipal Manager  
O.R. Tambo District  
Nelson Mandela Drive 
Mthatha 
5001 
 
Dear Mr O.N Hlazo  
 
REQUEST FOR PERMISSION TO CONDUCT RESEARCH STUDY 
 
I am currently registered for an MA Public Administration (student no. 212287486) at the 
Nelson Mandela University. I would like to request permission to conduct a research study in 
fulfilment of the said degree.   
 
The title of the study is: INVESTIGATION INTO THE FACTORS AFFECTING WATER 
PROVISION IN EASTERN CAPE MUNICIPALITIES WITH SPECIFIC FOCUS ON OR 
TAMBO DISTRICT MUNICIPALITY 
 
The purpose of the study is to investigate the challenges encountered by the municipal water 
officials in the Water Department. The participants to the study will consist of water engineers, 
technicians and water officials. Municipal water legislation and other relevant documents will 
be accessed and reviewed from the internet. Interviews will be done in the participants‟ work 
environment. Participation to the study will be done voluntarily and if the participant decides 
to withdraw is free to do so any time. The study will contribute to the improvement in the 
provision of water in the OR Tambo district region. 
  
 
Below are the details of my study leader 
 
Prof E Draai  
Room 0613, Main Building, NMMU    
041 5043808 / 082 7816671 
enaleen.draai@mandela.ac.za 
 
 
Your cooperation will be appreciated. 
 
Yours faithfully  
 
Kanyo Santi  
Researcher  
071 025 0308 © | Kanyo.santi@gmail.com 
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ANNEXURE C: ETHICS CLEARANCE LETTER  
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ANNEXURE D: INTERVIEW SCHEDULE FOR MUNICIPAL OFFICIALS 
 
INTERVIEW SCHEDULE   
FOR MUNICIPAL OFFICIALS AND WATER DEPARTMENT\SCHEMES 
OFFICIALS  
 
Dear Participant  
 
You are hereby invited to participate in a study to complete the degree Masters in 
Public Administration. The study sets out to investigate water provision and related 
challenges experienced 
 
Participation is confidential and voluntary. You may with draw from the study at any 
time should you feel compromised.   
 
You valued opinion will assist in completing the study.  An executive report will be 
available on completion giving insight into the findings. 
 
------------------------------------------------ 
 
SECTION A: DEMOGRAPHIC INFORMATION: PLEASE TICK  
1. GENDER OF THE RESPONDENT 
1.  Male  
2.  Female  
 
2. OCCUPATION OF THE RESPONDENT 
1.  General employee   
2.  Senior staff   
3.  Management staff  
4.  Elected political bearer  
 
3. LEVEL OF EDUCATION 
1.  Primary Level  
2.  Secondary Level  
3.  Tertiary Level (Degree, Diploma etc.)  
4.  Postgraduate Level  
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4. AGE OF RESPONDENTS 
1.  20 – 29  
2.  30 – 39  
3.  40 - 49  
4.  50 - 59  
5.  60 and above  
 
5. DURATION OF EMPLOYMENT AT THE MUNICIPALITY? 
1.  0-4 years  
2.  5-9 years  
3.  10-19 years  
4.  20 and more years  
 
6. TYPE OF EMPLOYMENT  
1.  Permanent employee  
2.  Contract employee  
3.  Part-time employee  
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SECTION B: FOR MUNICIPAL OFFICIALS OF THE WATER SERVICE AUTHORITY  
 
1) What in your view is the current status of the provision of water within this 
municipality 
 
2) What sector, in your view, uses the most water in the municipality?  
 
3) Which other municipal services could be affected when water is not provided? 
 
4) Does the municipality have a policy put in place for the provision of water 
services? If yes what are some of the flaws within the policy and how is the 
municipality dealing with those? 
 
5) What kind of skills and qualifications are needed for municipal officials to 
perform their duties in the Water Department? 
 
6) What are the problems experienced by the OR Tambo District Municipality in 
the provision of water?  
 
7) What do you think can be done to overcome these challenges? 
 
 
8) What mechanisms has the municipality put in place to ensure that clean water 
is provided? 
 
9) Do you think these mechanisms are working? If not, what do you think are 
their weakness? 
 
10) Does the municipality have any maintenance schedule on water services 
delivery? If yes, how does it work? 
 
11) How is the water demand managed by the Municipality and is the municipality 
capacitated to meet the demands and challenges? 
 
12) Is any effort made by the municipality to educate its residents on the use and 
conservation of water? 
 
13) Does the ORDM consult the community prior to water project implementation, 
if yes how?  
 
14) Is there any role that the elected political bearers should do in order to reduce 
the problem of poor water provision by the municipality/ to the community.  
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ANNEXURE E: CERTIFICATE OF EDITING 
 
 
